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Public services are always part of our lives, in which we consume them to make our well-
being more comfortable, and because of these demand these public services are provided 
to us with quality and in an economic way. Nowadays, these are the problems the 
governments have to deal with, to provide the public services to their citizens as soon as 
possible, in a qualitative, efficient and effective way, and the main aspect here is to 
provide them as cheap as possible. 
Over the years, ways of delivering the public services have changed according to given 
reforms, by which governments have had to undergo the reorganisation of their public 
sector, where most of the civil servants are employed. They are the ones who have to 
restructure their work to provide public services more successfully; to achieve this, 
performance indicators of economy, effectiveness, and efficiency have been implemented. 
These are based on the managerial performance as part of the New Public Management 
reform, which has been active since the 1980s.   
The New Public Management’s reform achieves success by reorganizing the public sector, 
innovates it, and improves it: minimizing the inputs and maximizing the outputs of 
resources needed to provide the public services, e-governance, re-engineering, 
restructuring and training of the employees.  
Once governments started improving their work, they were faced with problems mainly in 
the areas involving taxation, health, education, pension, social security, transportation 
and public lighting. To provide these public services, the governments’ main problem is 
public expenditure. Due to the increased use of the public services and goods, the public 
spending has increased, and to decrease public expenditure, governments started to 
follow the solutions provided by the New Public Management. 
Solution in this case is the performance indicator which shows us ways to improve the 
work of public servants. Main indicators, which all countries deal with, include: providing 
training of their employees about the informatics technology becoming innovative, flexible 
and adaptive to changing circumstances; providing the public with the means to form 
their opinion and complaints; promoting active engagement in civic society; and 
maintaining and improving the high quality environment, providing citizens clean water 
and waste management. Nowadays they seem to be the successful output of the New 
Public Management reform. 
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Ko se peljemo z avtobusom, pričakujemo, da bo vožnja varna, udobna in da bomo na cilju 
pravočasno. Ko smo bolni, pričakujemo čim hitrejše okrevanje, če nas čaka operacija, 
želimo, da nas operirajo najboljši zdravniki z naj kakovostnejšo tehnologijo. Ko vpišemo 
naše otroke v šolo, pričakujemo, da bodo pridobili znanje z odličnim šolskim sistemom s 
strani odličnih učiteljev. In kar je najbolj pomembneje, ko želimo karkoli od naše vlade ali 
od javnega sektorja, pričakujemo željeno pridobiti čim hitreje, brez čakalnih vrst.  
To kar želimo so javne dobrine in storitve, katere hočemo, da so nam zmeraj dostopne 
kakovostno in po ugodni ceni. 
Isti cilj si zastavljajo tudi vlade oziroma njen javni sektor, s katerim želijo zagotoviti 
državljanom dostopne, kakovostne in cenovno ugodne javne dobrine in storitve, 
predvsem z namenom, da zagotovijo 100% zadovoljstvo državljanov. Vlade dosežejo 
zadovoljstvo državljanov s spremembo zastavljenih reform in z reorganizacijo sestave 
javnega sektorja, predvsem z uveljavljanjem upravljalnih indikatorjev. Ti indikatorji so 
meritve uspešnosti dela javnih uslužbencev, kjer se meri njihova učinkovitost, uspešnost 
in gospodarnost. 
Uspešnost se meri na način, da se za pridelavo javnih dobrin in storitev porabi čim manj 
vloženih sredstev, kot končni rezultat se pa kažejo uspešno zastavljeni cilji, predvsem 
kakovostno zagotovljene javne storitve in dobrine. Temu procesu pravimo “value for 
money”, ki je del reorganizacije javnega sektorja in njenega ovrednotenja, opredeljenem 
v vodstvenem upravljanju.  
Ovrednotenje je del procesa strukturiranja problema, kjer vlade želijo doseči zastavljene 
reforme Novega Javnega Managementa, kot so spremembe organiziranja vodstvenih 
upravljanj. Organiziranje se v tem primeru kaže, da je upravljanje kakovostnejše, 
uspešnejše in gospodarnejše. 
Vse od leta 1980, kjer se je prvič uveljavil Novi Javni Management, so se zahteve 
državljanov večale. Ljudje so zahtevali kakovostnejše javne dobrine in storitve, nič 
čakalnih vrst in vse več informacij podanih s strani javnih institucij. Ti so eni izmed 
indikatorjev uspešnosti javnega sektorja, kjer za njihovo implementacijo vlada porablja 
javna finančna sredstva, imenovani javni izdatki. Javni izdatki vključujejo porabo denarja 
za izobrazbo, zdravstvo, javni prevoz, pokojnino in ostale socialne pomoči. Večje zahteve 
državljanov so privedle do večje porabe javnih izdatkov. In prav zaradi povišane porabe 
javnih izdatkov je privedlo mnogo vlad do finančnih dolgov, ter do neuspešnih 
kakovostnih in količinskih zagotavljanj javnih dobrin in storitev.  
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Vse več državljanov se je pritoževalo, na kar je privedlo do mnogo nujnih sprememb. To 
so bile spremembe reorganizacije javnega sektorja, kjer prikazujejo rešitve problemov 
Novega Javnega Managementa. Te rešitve so podane v ovrednotenju problema, kot del 
procesa strukturiranja problemov. Ovrednotenje problema zajemajo meritve uspešnosti 
dela vodstvenega upravljanja, ki se je z uveljavitvijo Novega Javnega Managementa 
razširil po vsem svetu. Javni uslužbenci so za kakovostnejše zagotavljanje javnih dobrin in 
storitev morali spremeniti svoj način dela. Na podlagi Novega Javnega Managementa se je 
njihovo delo moralo izboljšati na način, da so bili ažurnejši, uspešnejši, kakovostnejši, 
odgovornejši, učinkovitejši in informacijsko bolj opredeljeni.  
Kakšen način dela javnih uslužbencev se je moral izboljšati in kako se je reorganizacija 
javnega sektorja uveljavila (da so vlade uspešneje zagotavljale javne dobrine in storitve 
njenim državljanom), sta bistvena zastavljena problema mojega magistrskega dela, 
medtem ko, zastavljeni cilji magistrskega dela predvsem opisujejo kaj natančneje se je 
spremenilo med reorganizacijo javnega sektorja. Ti cilji zajemajo vprašanja kot so: 
 
 ugotoviti razloge in probleme, ki so privedli do reorganizacije javnega sektorja 
 opredeliti rešitve teh problemov, opredeljene v reformah Novega Javnega 
Managementa in v procesu strukturiranja problemov  
 opredeliti indikatorje uspešnosti javnih uslužbencev, kateri določajo meritve 
uspešnega dela za zagotavljanje javnih dobrin in storitev 
 ugotoviti učinkovitost dela javnih uslužbencev in zadovoljivost s strani uporabnikov 
javnih dobrin in storitev 
 ugotoviti katere države so uspešno uveljavile reforme Novega Javnega 
Managementa, s katerimi so gospodarno poslovale z javnimi izdatki 
 ugotoviti področja, kjer se morajo indikatorji uspešnosti izboljšati in uspešneje 
opredeliti, ter ugotoviti katerim javnim dobrinam in storitvam se je potrebno bolje 
posvečati 
 
Preko teh vprašanj želim izpostaviti rezultate magistrskega dela, kateri pripomoreju k 
boljšemu razumevanju doseženih ciljev in njenih izpopoljevanj, predvsem na področju 
zagotavljanja javnih storitev in dobrin. Z rezultati želim doseči nova spoznanja, informacije 
in podatke o vladah in njenimi zastavljenimi cilji, kako izboljšati kakovost zagotavljanja 
dobrin in storitev državljanom. Prispevek raziskave prikazuje primerjavo med državami 
(javni sektor), kako so z uveljavitvijo Novega Javnega Managementa izpopolnile svoje 
delo in način poslovanja, predvsem v vodstvenem upravljanju. Ti rezultati so podrobneje 




Magistrsko delo vsebuje 4 hipoteze: 
 
 hipoteza 1: Povzročanje reorganizacije javnega sektorja. 
 hipoteza 2: Proces ovrednotenja problemov, vse od pojavljanja problema do njene 
rešitve.  
 hipoteza 3: V procesu strukturiranja problemov se vrednotenje opredeljuje z 
upravljalnimi indikatorji. Kaj ti indikatorji predstavljajo in kako so se uveljavili v 
reorganizaciji dela javnih uslužbencev v Dublinu, na Irskem; ter kaj predstavljajo v 
reorganizaciji javnega sektorja v Grčiji in v Republiki Sloveniji. 
 hipoteza 4:  Najuspešne OECD države pri nižanju javnih izdatkov. 
 
Hipoteza 1 natančneje opisuje razloge, ki so privedli javni sektor do reorganizacije. Ti 
razlogi so zunanjega pomena (Novi Javni Management, informacijska in komunikacijska 
tehnologija ter uvajanje e-uprave) in notranjega pomena, kako izboljšati uspešnost dela 
javnih uslužbencev in postopke zagotavljanja javnih dobrin in storitev.  
Hipoteza 2 opredeljuje postopke procesa strukturiranja problemov, vse od njihovih 
oplemenitev do rešitev. Javni prevoz, socialna pomoč, odvoz smeti, regulacije, reforme, 
kultura, športne prireditve, so javne dobrine in storitve, ki jih državljani potrebujemo. Vsi 
so podrobneje opisani v hipotezi 3. Njihov opis se osredotoča na upravljalne indikatorje, 
kateri izboljšujejo uspešnost teh dobrin in storitev. Uspešnost je natančneje opisana na 
primeru mesta Dublina na Irskem, medtem ko se uspešnost reorganizacije javnega 
sektorja opredeljuje na primeru Grčije in Republike Slovenije. Kako so se te uspešnosti 
ovrednotile in pravilno implementirale, prikazuje hipoteza 4, ki  prikazuje najuspešnejše 
OECD države. Te države prikazujejo odlične rezultate pri nižanju javnih izdatkov, ki so 
porabljeni za zagotovitev javnih dobrin in storitev. 
To so vprašanja hipotez, na katera se osredotočam predvsem v smislu novih regulacij vlad 
in njihovih reform podanih s strani Novega Javnega Managementa. Literatura, katero 
uporabljam, izhaja iz knjižnice Trinity College, s fakultete v Dublinu, na Irskem. Magistrsko 
delo opisujem na podlagi kvalitativnih, kvantitativnih in komparativnih metod, ter na 
metodi kompilacije. Kvalitativne metode so del metod deskripcije in se nanašajo na 
teoretični del raziskav ter empiričnih dejstev v obliki enostavne razlage osnovnih pojmov 
in opisov. Ti so opisani v poglavju 2. Kvantitativna metoda opisuje nova spoznanja 
opredeljenih iz osnovnih informacij, kateri so opisani v podpoglavju 5.5 ter poglavju 6 in 
7. Metoda kompilacije, opisana v poglavju 3, 4 in 5, pa opisuje že obstoječe raziskave 
različnih raziskovalcev, ki so določeni z virom literature, preko katerih so bili opisani. 
Rezultati magistrskega dela opisujejo reorganizacijo javnega sektorja, s katerimi bralec 
lažje razume vzroke in spremembe, ki so privedli do reorganiziranja, spremembe dela 
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javnih uslužbencev in primerjavo med OECD državami ter njihovimi gospodarnimi ukrepi 
javnih izdatkov. Rezultati tudi pomagajo študentom kot razlaga pomena upravljalnih 
indikatorjev. Študentje bodo lahko na podlagi mojih že obstoječih raziskovanj odkrivali 
nova spoznanja, katera bodo lahko primerjali v prihodnosti. Kot v pomoč, lahko moja 
raziskava pripomore k uspešnejšemu odločanju vlad, ki želijo gospodarneje poslovati z 
javnimi izdatki in izboljšati uspešnost vodstvenih upravljanj.  
Za lažje razumevanje teh rezultatov magistrsko delo delim na 10 poglavij. Na podlagi 
teoretične metode, poglavje 2 opisuje osnovna pojmovanja javnega sektorja in javnih 
izdatkov, klasifikacijo, ter njihov vpliv na gospodarsko proizvodnjo distribucije. Metoda 
kompilacije vsebuje poglavja med 3 in 5, kjer so opisane rešitve upravljanj med 
reorganiziranjem javnega sektorja.  
Poglavje 3 podrobneje opisuje razloge, ki so privedli do reorganiziranja javnega sektorja 
(globalizacija, vključevanje držav v EU, vplivi Novega Javnega Managementa). Kot rešitev 
kakovostnega reorganiziranja, se kot uspešen rezultat reform javnega managementa v 
poglavju 4 kaže proces strukturiranja problema - ta je opisan v podpoglavju 3.2. 
Cilj teh reform javnega managementa je podrobneje opisan v podpoglavju 4.2, 
imenovanem Novi Javni Management, kateri opisuje njihov pomen in značilnosti. 
Ovrednotenje, kot del rešitev procesa strukturiranja problema je opredeljeno v 
podpoglavju 5.1. V samem poglavju 5, ovrednotenje podrobneje opisuje indikatorje 
uspešnosti vodstvenega upravljanja.  
Ti indikatorji uspešnosti opisujejo delo javnih uslužbencev v Dublinu, na Irskem, kjer so 
opisani na podlagi njihove kakovosti, uspešnosti in gospodarnosti (to so indikatorji 
imenovani the 3E’s). Naslednje poglavje, poglavje 6, opisuje indikatorje uspešnosti v Grčiji 
in v Republiki Sloveniji, kot novo sprejete regulacije in reforme, ki so jih vlade morale 
sprejeti zaradi uspešnejšega reorganiziranja javnega sektorja. 
Kot del kvalitativnih metod, se poglavje 7 opredeljuje kot primerjava rezultatov OECD 
držav, katere opisujejo koliko javnih izdatkov se je porabilo za zagotavljanje javnih dobrin 
in storitev. Na podlagi uspešno ovrednotenih indikatorjev, te države opisujejo njihovo 
vladno odločanje kot učinkovitejše, uspešnejše in gospodarnejše.   
Katera nova spoznanja in rezultati so opredeljeni, kje je potrebna izboljšava in kaj se 
lahko spremeni, je opisano v poglavju 8 in 9, kjer se kot poglavje 10 opisuje zaključek 








2. Preverjanje hipotez 
 
Magistrsko delo vsebuje 4 hipoteze, ki so najprej opredeljene v uvodu in opisane skozi 
poglavja tega dela. V tem poglavju so hipoteze preverjene, s tem pa tudi njihov opis, 
pomen, problem, ki nastaja in njihov dokaz obstoja.  
 
 hipoteza 1: Povzročanje reorganizacije javnega sektorja. 
 
Razlogi reorganiziranja so predvsem vplivi današnjih ekonomskih sprememb. To so vplivi 
ekonomske krize, ki je privedla do neprijetnih situacij. Ko je ekonomska kriza zajela 
Evropo, je večina bank bankrotirala, ljudje so začeli izgubljati službe, kar je povzročalo 
višanje javnih izdatkov zaradi brezposelnih ljudi. Namesto, da bi se polnila, se je državna 
blaginja praznila, kar je privedlo do manjših zagotavljanj javnih dobrin in storitev.  
Zaradi tega se je uveljavila potreba po inovaciji, kjer se je z uveljavitvijo Novega Javnega 
Managementa spreminjala organizacija v javnem sektorju. Spremembe so se začele že 
leta 1980 in so vplivale na izboljšavo dela javnih uslužbencev, ki so zagotavljale javne 
dobrine in storitve državljanom. Izboljšava dela se v tem primeru kaže v indikatorjih 
uspešnosti; kot učinkovitost, uspešnost, gospodarnost in pravičnost. Ekonomska kriza je 
privedla tudi do vključevanj držav v Evropsko Unijo, s tem pa tudi do sprememb 
reorganiziranja v javnem sektorju. Uvedli so se novi oddelki, več se jih je združilo, 
nekateri so se celo ukinili. Zaradi ukinitve se je nižal procent zaposlenih, kar je dandanes 
zelo vidno.  
Po drugi strani se je višala uspešnost dela zaposlenih, katero so dosegli s poudarjenim 
izobraževanjem. Cilj je predvsem doseči več uspešnosti z manj zaposlenimi javnimi 
uslužbenci. To izobraževanje se je kazalo predvsem v informacijski in komunikacijski 
tehnologiji, ki sta velik del izobraževanja. Internet je pomembno komunikacijsko sredstvo, 
ki zagotavlja večji stik ljudi z javnim sektorjem. Poleg tega pa jim tudi omogoča čas, saj 
se z nižjimi čakalnimi vrstami in večjo dostopnostjo obrazcev na internetu zagotavlja 








 hipoteza 2: Proces ovrednotenja problemov, vse od pojavljanja problema do njene 
rešitve.  
 
Na podlagi moje raziskave, opredeljene v sliki 12 zaporedne točke, kako se je merjenje 
uspešnosti javnih storitev in dobrin uvedlo: 
 
Slika 1: Pojavljanje merjenja uspešnosti javnih dobrin in storitev 
PROBLEM 
  







                                                         Vir: lasten, slika 1 
 
Ko se problem v javnem sektorju pojavi, ga je potrebno razrešiti. Ta rešitev se kaže kot 
rezultat spremembe v reorganiziranju javnega sektorja in njegove strukture, ki se kot 
rešitev opredeljuje iz Novega Javnega Managementa. Novi Javni Management opredeljuje 
rešitev v procesu strukturiranja problemov. Kot del procesa, je pomembno omeniti 
ovrednotenje. Ta podrobneje opisuje kazalnike uspešnosti, ki opredeljujejo uspešnost dela 
zagotavljanja javnih dobrin in storitev. Uspešnost dela se meri s tremi kazalniki, katere 
imenujemo the 3E's: uspešnost, učinkovitost in gospodarnost. Kot četrta meritev se meri 
pravičnost, ki se v celoti ne priznava, zato se podrobneje omenjajo ostale tri. 
Obratno, razvidno iz slike lahko rečemo, da so uspešnost, učinkovitost in gospodarnost 
meritve kazalnikov uspešnosti javnih storitev in dobrin, ki so del vodstvenega upravljanja. 
Vodstveno upravljanje opredeljuje ovrednotenje, ki je del procesa strukturiranja 
problema. Ta proces se kaže kot ena izmed rešitev Novega Javnega Managementa, torej 
rešitev do reorganiziranja in sprejemanja inovacij, ki so jih povzročili problemi v javnem 
sektorju. 
Opredelitev strukture pojavljanja uspešnosti javnih dobrin in storitev je opredeljena skozi 
celotno magistrsko nalogo. Prične se z razlogi, ki vplivajo na začetek strukturiranja v 
javnem sektorju. Leta 1980 se je uveljavil nov način izboljšanja dela, imenovan Novi Javni 
Management, kateri je privedel po vsej Evropi indikatorje uspešnosti vodstvenega 
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upravljanja. To so bile meritve, imenovane the 3E's, s katerimi so vse vlade ocenjevale 
kvaliteto in kakovost dela javnih uslužbencev pri zagotavljanju javnih dobrin in storitev.  
 
 hipoteza 3: V procesu strukturiranja problemov se vrednotenje opredeljuje z 
upravljalnimi indikatorji. Kaj ti indikatorji predstavljajo in kako so se uveljavili v 
reorganizaciji dela javnih uslužbencev v Dublinu, na Irskem; ter kaj predstavljajo v 
reorganizaciji javnega sektorja v Grčiji in v Republiki Sloveniji. 
 
Republika Irska je samostojna država od leta 1922, ko so se odcepili od angleške 
vladavine. Dandanes je največji projekt, s katerim se ukvarjajo, Corporate plan 2010 - 
2014 za mesto Dublin. To je projekt s katerim želijo izboljšati kakovost in kvantiteto 
zagotavljanja javnih dobrin in storitev državljanom. Projekt je bil sprejet 7. decembra 
2009 s strani Mestnega Sveta Dublin in opredeljuje en in bistven cilj,  zagotoviti uspešno 
zadovoljivost državljanov. 
Na Irskem se v veliki meri posvečajo  državljanom, saj se njihovo zadovoljstvo kaže 
predvsem v tem, kako je bil ta projekt sestavljen. Sestavljen je na podlagi kazalcev 
uspešnosti, ki vključujejo posameznikovo zadovoljstvo uporabe javnih storitev in dobrin, 
da so te kakovostne in količinsko dostopne vsem. Poleg teh meritev veliko pozornosti 
posvečajo tudi komunikaciji do državljanov, da so ti zadostno obveščeni. Državljan je v 
tem primeru direktno vključen v projekt, saj lahko sam kot posameznik poda svoje 
mnenje, ideje in pritožbe, ali, ko uporablja te dobrine in storitve. Ne glede na 
osamosvojitev ali ne, Republika Irska je zmeraj posvečala svojo pozornost na 
zadovoljivost svojih državljanov. 
Med velike projekte držav vključujemo tudi projekt Grčije glede izboljšanja kakovosti in 
kvantitete javnih dobrin in storitev, imenovan the Hellenic national reform programme 
2011 - 2014. Program je bil sprejet maja 2010 s strani Strategije Evrope 2020, kateri se 
četrtletno posodablja v okviru programa grških ekonomskih regulacij. Opredeljuje 
regulacije skupnega evro-območja in Mednarodnega denarnega sklada 110. bilijonov 
evrov.  
V primerjavi z Irsko, tudi Grčija stremi k temu, da so  državljani obveščeni. Program je 
dobro opredeljen, zapisan in objavljen vsem, z namenom, da se zastavljeno uresniči. 
Meritve uspešnosti so dobro zastavljene in cilji so zadostno opredeljeni. Edina razlika z 
Irsko je v tem, da se te meritve ne osredotočajo v večini na delo javnih uslužbencev, 
temveč se osredotočajo na rešitev, kako izboljšati finančno stanje zaradi nastale škode 
ekonomske krize. Te rešitve dobro opisujejo področja, ki naj bi nižala porabo javnih 
izdatkov.  
Republika Slovenija ne objavlja javne brošure in je ne pošilja državljanom, vendar to ne 
pomeni, da ne planira. Trenutni cilj Republike Slovenije je rešiti banke pred stečajem in 
dobro opredeliti nov pokojninski sistem. Eden od glavnih dejavnikov kako doseči kazalnike 
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uspešnosti, je doseči inovativno učinkovitost v zvezi z organizacijo vlade, ki jo zaznamuje 
upravna razpršenost, pomanjkanje koordinacije med interesnimi skupinami in finančni 
primanjkljaj.  
Kazalniki uspešnosti se v tem primeru osredotočajo najbolj na vladno upravljanje in na 
reorganizacijo javnega sektorja, kar se takoj vidi v neuspešnem inovativnem zagotavljanju 
javnih storitev in dobrin. Te se zagotavljajo, vendar se ne izboljšujejo, kar je vidno zadnjih 
nekaj let, kjer se je kakovost javnih dobrin in storitev poslabšala, razen na področju 
pokojnine in e-uprave.  
Iz tega je razvidno, da se povsem osredotočajo na javni sektor in na njegovo strukturo, 
kar dokazuje tudi slabšo zagotavljanje dobrin;  na primer pluženje cest v času zime. Ceste 
niso popolnoma splužene, kar lahko privede do mnogih prometnih nesreč in v času 
pomladi ne omogočajo brezhibne uporabe pločnikov, saj so te polne majhnih kamenčkov 
(neprijetna vožnja s kolesi, kot z rolerji). Majhne malenkosti kot so te, naredijo državljana 
nezadovoljnega in povečajo slabe rezultate kazalnikov uspešnosti na področju 
zagotavljanja javnih dobrin in storitev.  
 
 hipoteza 4: Najuspešne OECD države pri nižanju javnih izdatkov. 
 
Statistični podatki Organizacije za gospodarsko sodelovanje in razvoj (OECD) 
opredeljujejo Belgijo in Estonijo kot naj uspešnejši državi pri ovrednotenju indikatorjev 
uspešnosti. Njihov skupni prihranek javnih izdatkov presega okoli 25.598.300€.  
Kot odličen rezultat ovrednotenih indikatorjev uspešnosti opredeljujejo tudi: 
 
- Dansko, ki je za obrambo med letom 2007 - 2010 privarčevala 23.110.000€ 
- Španijo, ki je leta 2009 s privarčevanimi 2.783.000€ dosegla nižanje javnih 
izdatkov v zdravstvu 
- Madžarsko s privarčevanih 12.789.000€  za socialno pomoč med letom 2009 - 
2010  












Reorganizacija bo zmeraj prisotna v javnem sektorju, predvsem zaradi cilja izboljšanja 
načinov zagotavljanja javnih storitev in dobrin, s katerimi vlade želijo doseči 100% 
zadovoljivost državljanov. Državljan bo zadovoljen, če bodo dobrine in storitve 
zagotovljene uspešno in učinkovito, če ne, je v nasprotnem primeru potrebna izboljšava 
ovrednotenja merjenja uspešnosti. Izboljšava je vidna v delu javnih uslužbencev, katero 
vpliva na kakovost, kvantiteto, gospodarnost in uspešnost javnih dobrin in storitev. 
Poleg dela javnih uslužbencev, ki vpliva na uspešnost, je potrebno tudi opredeliti vzroke 
spreminjanja, ki privedejo do reorganizacije. Ti vzroki so notranjega in zunanjega 
pomena. Notranji vplivi vključujejo že omenjeno neorganizirano delo javnih uslužbencev, 
manjšanje nadzora nad kontrolami in nezanesljivi kadri, medtem ko, med zunanje vplive 
štejemo ekonomsko krizo, vključevanje držav v EU, globalizacijo, tržne spremembe in 
večanje zahtev državljanov.  
Vplive je potrebno regulirati in jih manjšati, predvsem, če vplivajo kot neuspešni dejavniki. 
Reguliramo jih s tako imenovanimi kazalci uspešnosti (the 3E’s), kateri stremijo k 
izboljšanju opravljanja vladnega dela in javnega sektorja. Ti kazalci so meritve 
vodstvenega upravljanja, s katerimi se meri učinkovitost (efficiency), uspešnost 
(effectiveness), gospodarnost (economy) in pravičnost (the equity), kot četrta meritev. Za 
uporabnike sta najpomembnejša dejavnika gospodarnost, saj močno vpliva na uporabo 
javnih storitev in dobrih, predvsem zato, da so dostopne državljanom po ugodni ceni; in 
učinkovitost, da uporabnik od njih prejme čim več za katere je plačal.  
Prvič so bili omenjeni leta 1980, ko se je po svetu začel uveljaviti Novi Javni Management. 
Ta se je razlikoval od sistema ene države do druge, predvsem v tem, kako so na njih 
vplivale spremembe s strani upravljanja Novega Javnega Managementa.  
Novi Javni Management je obdobje sprememb reorganiziranja javnega sektorja, katero 
močno vpliva na delo javnih uslužbencev (kako bodo opravljali svoje delo), strukturo 
vladnega sistema, nižanje javnih izdatkov in doseganje kakovostnega odnosa med 
državljanom in vlado. Ti vplivi so indikatorji uspešnosti, ki podrobneje opisujejo vprašanja 
kako izboljšati delo, da je učinkovitejše, zanesljivejše, natančneje, učinkovitejše, in kako 
ga izvesti z minimalnimi stroški. Ta vprašanja se osredotočajo tudi na delo v vladi in na 
strukturne spremembe v javnem sektorju, kjer se oddelki združujejo, ločujejo v 
pododdelke ali celo ukinejo, na kar privede do odpuščanj delavcev.  
Na te spremembe močno vplivajo reforme, kateri vzroki so predvsem zunanji vplivi 
ekonomske krize, regulacij in pravnih zakonov. Ko je reforma ali zakon sprejet, regulacije 
zajamejo vso državo, zato je potrebno, da se natančno in uspešno opredelijo vsi kazalci 
uspešnosti. Reforme se lahko opredelijo tudi kot neuspešne ali nezanesljive, zato se 
ovrednotenje, reorganizacija, kontrola in preverjanje reform pojavlja kot ponavljajoči se 
proces. Kako dobro bodo države ovrednotile kazalce uspešnosti, je odvisno od njihovega 
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upravljanja. Uspešne države so tiste, katere so svoje trditve in ugotovitve preverile, 
predno so jih uveljavile. 
Med najuspešnejše države vključujemo Belgijo, ki je privarčevala 25.395.200€ in Estonijo 
z njenimi 203.100€. Kot odlični rezultati manjšanja javnih izdatkov, se tudi kažejo na 
Danskem, kjer so privarčevali na področju obrambe, Italija v izobrazbi, Španija v 
zdravstvu, Madžarska v socialni pomoči in Švedska na splošnem zagotavljanju javnih 
dobrin in storitev. 
Niso vse države uspešne, prav tako niso vsa področja javnih dobrin in storitev dobro 
ovrednoteni. Kjer se uspešnost držav ne pojavlja, je potrebno izboljšati meritve 
uspešnosti. Na primer, na Irskem je potrebno izboljšati njihov sistem v zagotavljanju 
javnih prevozov. Problem je predvsem viden v časovnem planiranju, saj je med vikendi 
možnost uporabe javnih prevozov nižja kot med tednom. Včasih je potrebno na vlak 
čakati tudi nekaj ur, kar pomeni, da je rezultat indikatorja uspešnosti zelo nizek, predvsem 
v zagotavljanju kakovosti. Sistem javnega prevoza ni povsem neuspešen, kar je vidno v 
zagotavljanju varnosti na cestah. Trenutno ima Dublin najvarnejše ceste v Evropi. Z 
njihovim logom “Naj tako tudi ostane”, vzpodbujajo državljane k varnosti in previdnejši 
vožnji. Tu se indikatorju uspešnosti usmerjajo direktno na posameznika in kažejo 100% 
zadovoljivost državljanov, kar je popolno nasprotje pri časovnem planiranju.  
Poleg indikatorjev uspešnosti, ki vplivajo direktno na posameznika, se osredotočajo tudi 
na vladno odločanje in na strukturno reorganiziranje v javnem sektorju. Na primer v Grčiji 
in v Republiki Sloveniji se to predvsem vidi v sprejemanju novih regulacij in zakonov na 
področju pokojnine, zdravstva in izobrazbe. 
Nič ni popolno. Ne delo javnih uslužbencev kateri zagotavljajo javne dobrine in storitve, 
ne dokončne odločitve ovrednotenih indikatorjev uspešnosti, ki privedejo, če so 
neuspešni, do ponovne potrebe reorganiziranja. Prav zato je potrebno odločitve 
spremeniti, jih ponovno ovrednotiti, organizirati, preveriti in oplemeniti. To so spremembe 
Novega Javnega Managementa s katerimi izboljšamo kakovost, uspešnost, učinkovitost in 
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1 INTRODUCTION  
 
 
When we take a bus to work, we expect to have a safe and comfortable ride, and expect 
to be there on time. When we are sick in need of surgery, we expect full recovery, as fast 
as possible, provided by good medical equipment and well-experienced doctors. And 
when we enrol a child to school, we expect they are provided with the best education 
possible. Most importantly when we want something directly from the government or 
from the public sector, we expect to have it on time and without queues. 
What we want is called the public services which we expect them to be provided to us 
non-stop, cheap as possible and with good quality.  
The same thing the government expects to provide the public services to all of their 
citizens, in an economic - cheaper way, with high quality and quantity possible, where 
they will achieve 100% satisfaction of their citizens. To achieve this, governments 
underwent reforms, changing the organisation of the public sector in a way that includes 
performance indicators. Performance indicators are measures of quality, provided by the 
public services. They represent the economy, efficiency and effectiveness of work, done 
by the civil servants. To provide the public service as an input with minimum cost 
possible, where we expect to be as an output, as the most qualitative public services is 
the process called the value for money. Value for money is part of the performance 
management in the evaluation of the reorganisation of the public sector. Evaluation is the 
part of the problem structuring, where the government tries to achieve their reforms, and 
these are the reforms which represent the New Public Management, reorganising the 
public sector’s managerial performance to become more effective and cost limited. 
Since the 1980s, the decade of the emergence of the New Public Management, there has 
been an increase in the people’s expectations regarding the public services. People 
demand more and more from the public services - good quality, no waiting lines and good 
information. These are the main indicators of efficient public services around the world; 
however, to achieve this, governments need to spend money. Public expenditure includes 
money spent on education, health, pensions, transport. There has been an increase in 
public services and public expenditure has been raised accordingly. Because of the high 
percentage of money spent, governments ended up in debt or with low quantity and 
quality of provided public services and goods. More and more citizens complained where 
the need for a change was emerged. This change was called the reorganisation of the 
public sector and where the New Public Management represents the possible solutions to 
solve these problems. These solutions are the evaluation of the problem structuring as 
part of the performance measures in the managerial management. Governments had to 
change the work of their civil servants when the New Public Management spread around 
the world. People had to provide public services with more quality. They had to change 
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their work to be more successful, efficient, effective, on punctual, responsible and 
informative.  
What work was done and what changed within the reorganisation of the public sector - 
making the government more successful and to provide better public services - is the 
main problem of my master thesis. The goals are to determine what exactly happened 
during the reorganisation, by: 
 
 discovering the reasons and problems, which started to reorganize the public 
sector 
 discovering solutions to decrease these problems, such as the problem structuring 
and the New Public Management  
 discovering the performance indicators which determine measures of public 
servant’s work to provide better public services and goods 
 discovering the satisfaction responses of their citizens and working performance of 
public servants 
 discovering what limits of public spending incurred and which countries are 
considered as the less spendable  
 discovering areas where public indicators have to be more included and what can 
be done more specifically 
 
Through these goals I would like to highlight basic results of this master thesis, which 
contribute to a better understanding of already implemented results and those of not 
being implemented yet, to achieve better quality of providing public services and goods to 
their citizens. These results point out new facts, information and data regarding the 
governments’ plans of achieveing better quality. The contribution of this research shows 
good results in a comparison between the countries’ public sector, showing how their 
ways of public servants’ work changed according to the reforms of the New Public 









There are several questions/hypotheses regarding this topic: 
 
 H1: Reasons for the public sector’s reorganisation. 
 H2: Problem structuring as the process of the problem’s solution, from the time 
when the problem incurred to its solution. 
 H3: Part of the evaluation in the problem structuring is the performance indicator. 
What do they represent and what meaning they show in the reorganisation of the 
public servant’s work in Dublin, Republic of Ireland, and what changed when they 
had incurred in the government of Greece and the Republic of Slovenia. 
 H4: Successful OECD countries in terms of minimum public expenditure spent. 
 
H1 describes basically the reasons why the need to reorganise emerged. There were 
external reasons, such as globalisation, the New Public Management, ICT and e-
government, while internal reasons deal with public servants and their work, how they 
changed ways and steps of their work to improve providing public services. H2 explains 
the steps of solution circle called the problem structuring, from where the problem incurs 
to its solution process. Transportation, social help, litter, regulations and reforms, urban 
form, culture and art, are all the public services citizens use. These are all explained in H3 
where performance indicators describe each public service in Dublin, Republic of Ireland, 
which is planned to be better, meaning to be more qualitative, economical and effective; 
and each reform of Greece and Republic of Slovenia which emerged in governing. To see 
the output’s success of the New Public Management, H4 describes how public spending of 
OECD countries differs from one country to another, meaning that these countries had 
obeyed the regulations of the New Public Management carefully and their output is 
considered as successful, where the money was spent less.  
These are the questions which I will attempt to answer to provide insight into the 
governments’ course of actions when following the regulations of the reforms according 
to the New Public Management. The literature provided for me was from the Dublin’s 
Trinity College library in Ireland, and it is based on the qualitative method, quantitative 
and comparable methods, and the compilation method. Qualitative method as the 
theoretical research represents the description method, where the object of research, 
empirical facts and the relationship between the objects are represented in an easy 
description of basic terms and meanings; this is included in chapter two. The quantitative 
method, with which we can come to new conclusions derived from basic information, is 
represented in the subchapter 5.5, six and seven. The compilation method, seen in 
chapters three, four, and five, reveals the topic explained by different researches, and 




The results of my research can provide the reader with more knowledge on the 
reorganisation of the public sector, the changes done in the work of the civil servants, 
and comparisons made between OECD countries according to their spent public 
expenditure. Furthermore, my research can help a student in understanding the 
performance indicators, and what they consist of. The student can also make comparisons 
between the countries, and when the performance indicators are improved, a comparison 
can be made between the "old" and "new" indicators at that time. The study can also be 
helpful in revealing the status of governments’ performance indicators; which 
governments provide are more informative and spend less on public expenditure. 
To provide better structure for my master thesis, I divide my research into 10 chapters. 
Based on the theoretical method, chapter 2 describes the basic meaning of the public 
sector and the public expenditure, its classification and its effects on economy’s 
production distribution.  
The compilation method, included in chapters 3-5, describes the cause behind the 
innovation, and reorganisation of the public sector by performance indicators. Chapter 3 is 
an in-depth analysis of the causes behind the reorganisation, the role played by 
globalisation, Europeanization and other factors contributing to the governments' 
disconnection; the New Public Management aims to resolve the situation. To solve this 
problem, subchapter 3.2 explains the process of the public sector’s solution, called the 
problem structuring, where the solutions of the problem incur in defined reorganisation of 
the public sector as part of the public management reform, mentioned in the 4th chapter.  
The goal of the public management reform is further on explained in subchapter 4.2 
called the New Public Management, in which the basic meaning and characteristics of it 
are explained. Evaluation is mentioned in subchapter 5.1, which is part of the solution of 
the problem structuring. Through evaluation, performance management describes its 
performance indicators in the chapter 5, by with the evaluation is examined. This 
examination is done by efficiency, effectiveness and economy, called the 3E’s. These 
demonstrate how the work should be done and how to make the government more 
successful. Concrete proof is provided by the example of Dublin, Republic of Ireland.  
Once these performance indicators are described, chapter 6 further deals with the 
reorganisation of the public sector in Greece and Republic of Slovenia, where I explain the 
basic changes, i.e. regulations and reforms, the governments have had to accept. 
Chapter 7, also based on the quantitative method, shows the exact amount of money 
spent in OECD countries. The figures represent the public expenses, based on the 3E’s 
performance indicators, which governments use for better efficiency and economy. In 
chapter 8 and 9 the results of my master thesis are examined, followed by the conclusion 





2 THE PUBLIC SECTOR AND EXPENDITURE 
 
 




According to the traditional model, it serves the general public through a set of 
hierarchical structures responsive to politicians. Speaking generally, politicians were to 
take care of the normative side of things, pursuing public interests as it were, and 
effective bureaucracies were made to ensure that goals were put into effect (Lane, 2000, 
p.1).  
It is a set of institutions that coordinates the interests of different groups that ask in 
various ways for public activities of different kinds (Lane, 2000, p.vii-viii), meaning, it is a 
collection of institutions of all kinds of public organisations, which are engaged in social 
and economic activities under the non-market disciplines connected to budgetary 
financing. In the public sector we include all what is owned by the state, regardless of 
where the field is located (Kovač et al., 2007, p.96). 
In general, public sector is part of the economy to provide basic government services. It 
also provides public services to a person who doesn’t pay taxes, such as street lightning; 
public services thus benefit all of society rather than just the individual who uses the 




The term public sector is often viewed as the budget enacted by political assemblies. It is 
difficult to define public sector, except that it is different than the private sector. But most 
general definitions of public sector may be rendered formally like this: 
 
 DF1: Public sector as the government’s activity and its consequences (the concept 
of the public sector implied here, involves the traditional approach to the public 
sector as public administration or public authority) (Ostrom and Ostrom, 1971) 
 DF2: Public sector as State general decision-making (the concept focuses more on 
legislation and authority than budget and allocation, where the comprehensive 
directives on what a citizen should do, are pointed out) (Eckstein and Gurr, 1975) 
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 DF3: Public sector as the government consumption, investment and transfers (DF3 
is reasonably adequate, as specifying a public sector for every country would not 
present insurmountable difficulties, because the distinction between public 
consumption and investment on the one hand and public transfers on the other 
hand is vital for the solution of the size problem. The argument here is that one 
particular size is based on the principle of consumer’s choice, while the other size 
is argued on consideration about social justice in an equity argument) (Lane, 
2000) 
 DF4: Public sector as the government consumption and investment (arguments of 
the proper size of the public sector are supplemented by a statement regarding 
the proper size of transfer payments. In this case we could include DF3 and DF2, 
where DF3 minus DF2 would contribute the distribution interpretation of the public 
sector. It does now follow from the fact that a government allocates goods and 
services, which it also must produce them) (Lane, 2000) 
 DF5: Public sector as the government production (the concept here focuses on the 
need for clarification of the government’s provision or public ownerships of the 
means of production. One need is to make a distinction between the provision and 
the ownership interpretations, as governments provide many services without 
much government’s employment as well as employ many people without owning a 
substantial portion of the capital. Typical of the public sector expansion in the 
advanced capitalist democracies has been the emphasis on government provision 
and public employment) (Rose, 1985). 
 
The public sector exists to provide public goods and services to organisations or to an 
individual, which cannot be provided by the market mechanisms. Usually the term public 
sector includes a common name for the public administration, political system and, 
educational, health and cultural sphere (picture 2), constituting some kind of an activity 
organisation, which together with the economy and private sector consists of a whole 
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Every advanced society has three sectors: 
 The public sector 
 The private sector 












Picture 3: Structure of the Public sector 
 
Source: personal source, picture 3 
 
The public sector comprises the general government sector plus all bureaux and agencies, 
including the central bank, where the public enterprises are sometimes placed in the 
public sector and sometimes in the private sector. It consists of the services and the 
transfer payments of governments at various levels in the political system, as well as of 
the goods and services produced by the public organisations, by outsourcing or by the 
public corporations. It comes with a price tag that must be covered by government 
taxation and user fees plus borrowing. Eventually, the costs of borrowing must also be 
covered by means of taxation. The government sector consists of the following resident 
institutional units: all units of central, state or local government; all social security funds 
at each level of government; and all non-market, non-profit institutions that are controlled 
and financed by the government. This sector does not include public corporations, even 
when all the equity of such corporations is owned by government units. It also does not 
include quasi-corporations that are owned and controlled by government units. The 
general government sector consists of the totality of organisations which, in addition to 
fulfilling their political responsibilities and their role of economic regulation, produce 
principally non-market services or goods for individual or collective consumption, and 
redistribute income and wealth. The general sector also includes central government or 
federal government, which tends to be the biggest subsector, at least financially. The 
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central government subsector consists of the institutional units making up the central 
government plus the bureaux and agencies that are controlled and mainly financed by the 
central government. As the political authority of central government extends over the 
entire economy, it has the authority to impose taxes on all residents and non-residents 
units engaged in economic activities within the country. The monetary authority sector 
includes the central bank or the currency board and certain operations usually attributed 
to the central bank, but in some cases, they are carried out by other government 




The size of the public sector can be measured in different ways. For example, size can be 
measured by relating income or expenditure of the public sector to GDP, by measuring 
value-added, or the number of employees (SCB, 2006, p.23-32). We divide the measures 
into three groups: 
 
 public expenditure as a percentage of GDP (measures of how much is spent by 
government, funded either by taxes or by borrowing, expressed as a percentage 
of total domestic output) 
 government consumption as a percentage of total final consumption (measures 
how much of total final consumption is consumed by government acting on behalf 
of citizens, either individually or collectively) 
 public sector employees (including measures as a percentage of all workers as an 
indication of the size of the public sector and hence, given certain assumptions 
about value added per employee in each sector, how much of total output is 
produced in the public sector) (Dewar, 2010, p.4). 
 
1. Public expenditure as a percentage of GDP 
 
This measure is the most frequently quoted of all the three measures described. It shows 
the meaning that, for most countries, statistics on total government expenditure and GDP 
are readily available at the national level, where statistics are collected and presented in a 
reasonably consistent manner through time and between countries, and the concept is 
widely used, if not always fully understood. Public expenditure as a percentage of GDP 
purports to show the proportion of national output spent by government. Here public 
expenditure covers the cost of providing services like health, education, defence, and 
transfer payments, such as pensions, job seekers allowance and interest payments, where 
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the distinction may be immaterial to the taxpayer, and the economic impact is considered 
as different. Transfer payments leave the final spending decision with the recipient of the 
payment while provision of public services is decided on behalf of users with the service 
often provided by the public sector. Public expenditure as a percentage of GDP therefore 
invariably exceeds the proportion of national output consumed by government. Because 
transfer payments are included in both public spending and private spending and because 
total spending in the economy is much more than total value added, public expenditure 
of, say 40% of GDP, does not imply that private expenditure or the size of the private 
sector is only 60%. On the other hand, public expenditure does not include income raised 
through charges for goods and services provided by public corporations, like post offices 
or water companies. Thus, public expenditure as a percentage of GDP differs from the 
proportion of national output produced by the public sector. It measures how much of 
national output is raised in taxes plus borrowed by government but it is only one measure 
of the scale of government economic activity. Public expenditure as a percentage of GDP 
is most useful as a measure of the level of taxation, and public borrowing, relative to the 
output of the economy. However, due to the inclusion of transfer payments and the 
exclusion of the output produced and sold by publicly owned bodies, it is not of itself a 
good measure of the size of the public sector (Dewar, 2010, p.4-5). 
 
2. Government consumption as a percentage of total final consumption 
 
Government consumption as a percentage of total final consumption is a measure of how 
much of the domestic consumption of goods and services is determined by government. 
Government consumption covers the cost of goods and services provided by government 
to the citizen and paid for by taxation and, possibly, borrowing rather than by charges to 
the user. Examples are health services, education and defence. It excludes transfer 
payments and excludes services which are paid for directly by the user rather than funded 
by taxation, even though the goods or services may be produced by the public sector, like 
services provided by the post office. Total final consumption, the denominator in the 
calculation, in this case excludes: 
 
 Intermediate consumption by industry as the value is included in the final product 
 Expenditure by foreign tourists when they are in the host country 
 Capital expenditure by government and the private sector on the basis that capital 
is not consumed when the item is first purchased but used up gradually over the 





Government consumption as a percentage of total final consumption is, therefore, a good 
measure of the scale of Government activity funded by taxes. However, it gives no 
indication of the scale of transfer payments or level of taxation (Dewar, 2010, p.5). 
 
3. Public sector employees 
 
The ratio of public sector jobs to all jobs is a truer indicator of the size of the public sector 
as it ignores the effect of transfer payments and takes account of market outputs 
produced by public corporations. Again, the concept is widely understood but it assumes 
that, on average, public sector and private sector jobs have equal economic weights. The 
reason for using jobs rather than the value of the output is that, for outputs financed by 
taxation, there is usually no market price which can be used to convert outputs into 
money for comparison with the rest of GDP. And calculating value added is notoriously 
difficult to measure for services which are not widely traded, such as health, education 
and defence. Government has introduced output measures in its GDP estimated for 
education, health, and care services. Such estimates have not been made for the whole of 
the public sector and therefore jobs are still used as an indicator of the size of the public 
sector (Dewar, 2010, p.5-6). 
 
2.1.5 PUBLIC SERVICES 
 
Public sector provides public services, which is a service given to the citizen from his 
government, directly from a civil servant who is a person, providing these services. They 
can be given directly from the public sector or by financing private provision of services. 




 Environmental protection 
 Fire service 
 Gas 
 Health care 
 Law enforcement 
 Military 
 Public broadcasting 
 Public library 
 Public transportation 
 Public housing 
 Social services 
 Telecommunications 
 Town planning 
 Waste management 
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 Water supply network 
 
They are given to every citizen, including those who are unable to pay for them, such as 
homeless people. Nowadays, public services play an important role and are fulfilling the 
needs of an individual. They play a central role in the well-being, sustainability and 
growth of communities, cities and nations. 
Public services do matter and have emerged from a period of considerable criticism and 
devaluing. This period mattered because of the challenges faced by the public services 
and the role played by the government; all of this emerged due to neo-liberal ideologies 
in the 1980s and 1990s. These ideologies promoted market solutions above state 
provision and lead to substantial privatization and disinvestments in public services. 
Nowadays, in the 21st century, a new type of neoliberalism emerged, recognising the role 
of the government and public services in creating stable social and economic conditions, 
but in a new coalition with business and civil society actions. Public services play an 
important role in a number of ways. They matter because of their scale, especially 
because they are a major part of GDP. Public services are therefore also vital when it 
comes to expenditure, expenditure, employment, organisation, size, investment, and the 
production of goods and services (Hartley et al., 2008, p.4-7). 
 
2.1.6 RISE  
 
There are numerous reasons why public administration became important, namely 
expenditure, employment, organisation, size, investment, production of goods and 
services. According to Pevcin’s writing, the rise of the state administration, as well as the 
rise of the public expenditure, is caused by two groups of reasons, which are explained by 
different laws. 
 
2.1.6.1 The increasing requirements in the public administration 
 
Reasons for the increasing requirements in the public administration include six laws: 
 
1. Wagner’s law 
 
Adolph Wagner was a German economist, made an in-depth study, relating to the rise in 
government expenditure in the late 19th century. Based on his study, he propounded a 
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law called The Law of Increasing State Activity. Wagner's law states that as the economy 
develops over time, the activities and functions of the government increase. According to 
Wagner, comprehensive comparisons of different countries and different times show that 
among progressive peoples (societies), with whom alone we are concerned, an increase 
regularly takes place in the activity of both the central government and local governments 
constantly undertaking new functions, while they perform both old and new functions 
more efficiently and more completely. In this way, economic needs of the people to an 
increasing extent and in a more satisfactory fashion are satisfied by the central and local 
governments. Wagner's statement indicates following points: 
 
 In progressive societies, the activities of the central and local government increase 
on a regular basis. 
 The increase in Government activities is both extensive and intensive. 
 The Governments undertake new functions in the interest of the society. 
 The old and the new functions are performed more efficiently and completely than 
before. 
 The purpose of the Government activities is to meet the economic needs of the 
people. 
 The expansion, intensification of Government function and activities lead to 
increase in public expenditure. 
 Through Wagner’s studies the economic growth of Germany, applied to other 
countries too, both developed and developing (Akrani, 2011). 
 
2. Peacock and Wiseman law 
 
The rise in public expenditure greatly depends on revenue collection. Over the years, 
economic development results in substantial revenue to the governments, which enables 
the increase in public expenditure. There exists a big gap between the expectations of the 
people about public expenditure and the tolerance level of taxation. Therefore, 
governments cannot ignore the demands made by people regarding various services, 
especially when the revenue collection is increasing at constant rate of taxation. They 
further stated that during the times of war the government further increases the tax 
rates, and enlarges the tax structure to generate more funds to meet the increase in 
defence expenditure. After the war, the new tax rates and tax structures may remain the 
same, as people get used to them. Therefore, the increase in revenue results in rise in 
government’s expenditure (Akrani, 2011). 
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3. Wilensky’s law: the increase in wealth requires a bigger budget (Pevcin, 2002, 
p.24). 
 
4. Castles’ law: the dominance of left-winged parties causes an increase of the 
budget (Pevcin, 2002, p.24). 
 
5. Pryor’s law: the greater consumption of resources for country’s prosperity in a 
neighbouring country, the greater demand at home (Pevcin, 2002, p.24). 
 
6. Cameron’s law: globalisation causes greater requirements for the stabilisation of 
unstable market (Pevcin, 2002, p.24). 
 
6.1.6.2 The increasing needs for public administration 
 
Reasons for the increasing needs for public administration include these five laws: 
 
1. Tullock’s law: the public consumption includes bureaucratic expansion (Pevcin, 
2002, p.24). 
 
2. Down’s law: the increase in the public sector is a function of bureaucracy 
maximization of personnel (Pevcin, 2002, p.24). 
 
3. Baumol’s law: the productivity of the public sector is negative, and therefore 
increasing resources are needed for the same level of results (Pevcin, 2002, p.24). 
4. Buchanan’s law: the budget is based on the fiscal illusion regarding the 
relationship between the costs and the benefits (Pevcin, 2002, p.24). 
 
5. Oates’ law: the vague and poorly visible structure of taxes, and a high degree of 




The importance of the consumption of these public services is greater than delineated by 
these laws. One reason is that the bigger the government, the more public services it has 
to provide. The other reason can also be the population of the country - for example, if 
there are more people living in the country, more public services will have to be provided. 
Through the years, the percentage rate of a certain country may rise which means that it 
is also the reason, why public services increase for the population. An important aspect 
here is to determine the public expenditure, which shows us how much the government 
provides its work successfully through their performance management measures. These 
measures and changes of the organisation of the public sector will be dealt with later, 
where I explain how the reorganisation changed during the couple of decades. Before 
describing these, next subchapter explains the basic meaning of public expenditure that 
will help us understand the expenses made by the governments of OECD countries, 
explained in the seventh chapter. 
 
2.2  PUBLIC EXPENDITURE 
 
2.2.1 BASIC MEANING 
 
The term public expenditure can be described in an economic and legal way. In terms of 
economy, most of the financial experts are claiming that in theory, and most importantly 
in practice, we have to first determine the fiscal expenditure and afterwards the 
expenses. Expenditures in relation to government and local spending are considered as 
financial incarnation of public needs. That is why in modern countries we cannot consider 
determining public needs after classifying their size according to available income. 
Governments are providing their public goods and services mostly with public expenses, 
meaning with the use of public funds to meet public needs with expenditure budgets, and 
the remaining funds of state and local communities. But according to the legal concept, 
the public expenditure relies on a fact that expenses are only the legal concept and they 
represent just the legal/political category. This legal status is given by the state, which is 
placed as a legal person, and that’s why the government expenses are public. For their 
public legal nature, the state or local communities are decisive, and that is why we define 
them as the public expenditure based on unilateral legal or bilateral legal act (Pernik, 
1999, p.73-76). 
Public expenditure is also called the government expenditure or the government 
spending. The expenditure incurred by public authorities like central, State and local 
Governments to satisfy the collective social wants of the people is known as public 
expenditure. Throughout the 19th century, most governments followed laissez-faire 
economic policies, whose functions were only restricted to defend aggression, maintaining 
law and order (Akrani, 2011).  
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The first policy of economic policies is the one in which the government owns the means 
of production, or socialism. The second is marked by substantial government regulation, 
or interventionism, where the government leaves production to the private sector, but 
tries to shape market outcomes with subsidies, taxes, licensing, price and quantity 
restrictions, standards of quality, safety, and health, non-available worker and consumer 
right. And the third policy is the free market, or laissez-faire, where private property rights 
and freedom of contract alone provides the framework for the interaction among the 
many firms, consumers, and workers that comprise the economy (Caplan, 2008). The size 
of public expenditure was very small in the 19th century, but now the expenditure of 
governments throughout the world significantly increased. In the early 20th century, John 
Maynard Keynes advocated the role of public expenditure in determination of the level of 
income and its distribution. Keynes was a strong advocate of free markets driven by 
private self-interest, but he believed that it is foolhardy to allow markets the freedom to 
ravage an entire economy. Instead he held that governments should intervene as prudent 
and necessary to ward off recessions, curb excessive inflation, or restore economic vitality 
(NNDB Mapper, 2012). 
In developing countries, public expenditure policy not only accelerates economic growth 
and promotes employment opportunities, but also plays a useful role in reducing poverty 
and inequalities in income distribution (Akrani, 2011). 
 
2.2.2  CLASSIFICATION  
 
Classification of the public expenditure refers to the systematic arrangement of different 
items on which the Government incurs expenditure. Different economists have looked at 
public expenditure from different point of view. The following classification is based on 
these eight different views: 
 
1. Functional classification 
 
Some economists classify public expenditure on the basis of functions for which they are 
incurred. The Government performs various functions like defence, social welfare, 
agriculture, infrastructure and industrial development. The expenditure incurred on such 
functions falls under this classification, where functions are further divided into subsidiary 
functions. This kind of classification provides a clear idea about how the public funds are 





2. Revenue and capital expenditure 
 
Revenue expenditure is current or consumption expenditures incurred on civil 
administration, defence forces, public health, education and maintenance of government 
machinery. This type of expenditure is of recurring type which is incurred year after year. 
On the other hand, capital expenditures are incurred on building durable assets, like 
highways, multipurpose dams, irrigation projects, buying machinery and equipment. They 
are non-recurring type of expenditures in the form of capital investments. Such 
expenditures are expected to improve the productive capacity of the economy (Akrani, 
2011) 
 
3. Transfer and non-transfer expenditure 
 
According to the British economist Arthur Cecil Pigou’s classification, he divides public 
expenditure into: 
 
 Transfer expenditure (transfer expenditure relates to the expenditure against 
no corresponding return. Such expenditure includes public expenditure on 
national old age pension schemes, interest payments, subsidies, 
unemployment allowances and welfare benefits to weaker section. By incurring 
such expenditure, the Government does not get anything in return, but it adds 
to the welfare of the people, especially belonging to the weaker sections of the 
society. Such expenditure basically results in redistribution of money incomes 
within the society) 
 Non-transfer expenditure (the non-transfer expenditure relates to expenditure 
which results in creation of income or output. The non-transfer expenditure 
includes development as well as non-development expenditure that results in 
creation of output directly or indirectly. Economic infrastructure such as power, 
transport, irrigation, social infrastructure, education, health and family welfare, 
internal law, order and defence and public administration. By incurring such 
expenditure, the Government creates healthy conditions or environment for 
economic activities. Due to economic growth, the government may be able to 






4. Productive and non-productive expenditure 
 
This classification was made by classical economists on the basis of creation of productive 
capacity. In this group are included Adam Smith, David Ricardo, Thomas Malthus and 
John Stuart Mill, economists of the 18th and 19th centuries. They developed theories about 
the way markets and market economies work. Their studies were primarily concerned 
with the dynamics of economic growth. It stressed economic freedom and promoted 
ideas, such as laissez-faire and free competition (Investiopedia, 2012).  
 
 Productive expenditure (expenditure on infrastructure development, public 
enterprises or development of agriculture, which increases productive capacity 
in the economy and it brings income to the government). 
 Unproductive expenditure (expenditure in the nature of consumption, such as 
defence, interest payments, expenditure on law and order and public 
administration. They do not create any productive assets, which could bring 
income or returns to the Government. Such expenses are classified as 
unproductive expenditures) (Akrani, 2011) 
 
5. Development and non-development expenditure 
 
Modern economists have modified this classification into distinction between development 
and non-development expenditures: 
 
 Development expenditure (all expenditure that promotes economic growth and 
development are termed as development expenditure. These are the same as 
productive expenditure) 
 Non-development expenditure (unproductive expenditure are termed as non-
development expenditures) (Akrani, 2011) 
 
6. Grants and purchase price 
 
This classification has been suggested by economist Hugh Dalton, who was a British 
labour politician and economist, born in Wales. 
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 Grants (are those payments made by a public authority for which there may 
not be any quid-pro-quo, meaning there will be no receipt of goods or 
services. For example, old age pension, unemployment benefits, subsidies or 
social insurance. Grants are transfer expenditure). 
 Purchase prices (expenditure for which the government receives goods and 
services in return. For example, salaries and wages to government employees 
and purchase of consumption and capital goods) (Akrani, 2011) 
 
7. Classification according to benefits 
 
Public expenditure can be also classified on the basis of benefits which confer on different 
groups of people: 
 
 Common benefits to all (expenditure that confers common benefits on all the 
people. For example, expenditure on education, public health, transport, 
defence, law and order or general administration). 
 Special benefits to all (expenditures that confer special benefits on all. For 
example, administration of justice, social security measures or community 
welfare). 
 Special benefits to some (expenditure that confer direct special benefits on 
certain people and also add to general welfare. For example, old age pension, 
subsidies to weaker section or unemployment benefits) (Akrani, 2011) 
 
8. Hugh Dalton’s classification of public expenditure 
 
 Expenditures on political executives (maintenance of ceremonial heads of 
State, i.e. the president). 
 Administrative expenditure (to maintain the general administration of the 
country, i.e. government departments and offices). 
 Security expenditure (to maintain armed forces and the police forces). 
 Expenditure on administration of justice (includes maintenance of courts, 
judges, public prosecutors). 
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 Developmental expenditure (to promote growth and development of the 
economy, like expenditure on infrastructure or irrigation). 
 Social expenditure (public health, community welfare or social security). 
 Public debt charges (includes payment of interest and repayment of principle 
amount) (Akrani, 2011) 
 
2.2.3 EFFECTS ON ECONOMY’S PRODUCTION DISTRIBUTION 
 
There are five different effects on economy’s production distribution, which make the 
distribution marked as the division of production among the factors that produce them.  
 
1. Effects on production 
 
The effect of public expenditure on production can be examined with reference to its 
effects on ability, willingness to work, save and invest and on diversion of resources: 
 
 Ability to work, save and invest (socially desirable public expenditure increases 
community's productive capacity. Expenditure on education, health, 
communication, increases people's productivity at work and therefore their 
incomes. With rise in income savings also increase and this in turn has a 
beneficial effect on investment and capital formation) 
 Willingness to work, save and invest (public expenditure sometimes brings 
adverse effects on people's willingness to work and save. Government’s 
expenditure on social security facilities may bring such unfavourable effects. 
For example: government spends a considerable portion of its income towards 
provision of social security benefits, such as unemployment allowances, old 
age pension, insurance benefits, sickness benefits or medical benefits. Such 
benefits reduce the desire to work. In other words they act as disincentive to 
work) 
 Effect on allocation of resources among different industries and trade (many 
times the government expenditure proves to be an effective instrument to 
encourage investment on a particular industry. For example: if government 
decides to promote exports, it provides benefits like subsidies, tax benefits, 
and attracts investment towards such industry. Similarly, government can also 
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promote a particular region by providing various incentives for those who 
make investment in that region) (Akrani, 2011). 
 
2. Effects on distribution 
 
The primary aim of the government is to maximise social benefit through public 
expenditure. The objective of maximum social welfare can be achieved only when the 
inequality of income is removed or minimised. Government expenditure is very useful to 
fulfil this goal. Government collects excess income of the rich through income tax and 
sales tax on luxuries. The funds thus mobilised are directed towards welfare programmes 
to promote the standard of poor and weaker section. Thus public expenditure helps to 
achieve the objective of equal distribution of income. Expenditure on social security and 
subsidies to poor are aimed at increasing their real income and purchasing power. Public 
expenditure on education, communication and health has a positive impact on 
productivity of the weaker section of society, thereby increasing their income earning 
capacity (Akrani, 2011). 
 
3. Effects on consumption 
 
Public expenditure enables redistribution of income in favour of poor. It improves the 
capacity of the poor to consume. Thus public expenditure promotes consumption and 
thereby other economic activities. The government expenditure on welfare programmes 
like free education, health care and housing certainly improves the standard of the poor 
people. It also promotes their capacity to consume and save (Akrani, 2011). 
 
4. Effects on economic stability 
 
Economic instability takes the form of depression, recession and inflation. Public 
expenditure is used as a mechanism to control instability. The modern economist Keynes 
advocated public expenditure as a better device to raise effective demand and to get out 
of depression. Public expenditure is also useful in controlling inflation and deflation, 
expansion of public expenditure during deflation and reduction of public expenditure 





5. Effects on economic growth 
 
The goals of planning are effectively realised only through government expenditure. The 
government allocates funds for the growth of various sectors, such as agriculture, 
industry, transport, communications, education, energy, health, exports, imports, all with 
a view to achieve impressive growth. Government expenditure has been very helpful in 
maintaining balanced economic growth. Government takes keen interest in allocating 
more resources for development of backward regions. Such efforts reduce regional 
inequality and promote balanced economic growth (Akrani, 2011). 
Modern economies have all experienced tremendous growth in public expenditure. And 
that is why it is absolutely necessary for governments to formulate rational public 
expenditure policies in order to achieve the desired effects on income, distribution, 



















3 PROBLEMS AND SOLUTIONS OF THE PUBLIC SECTOR 
 
 
In this chapter I explain the situation of the public sector what were the reasons behind 
the emergence of the reorganisation, and what were the first solutions to make the 
government more successful. Afterwards, the solution of these problems is described as a 
problem structuring process, with which governments determine their basic problem. 
  




The basic problem that governments worldwide are dealing with is the innovation. 
Innovation is a necessary condition for creating a competitive economy that will have a 
positive influence or environmental and social renewal. Innovation itself presupposes an 
institutional environment in which companies, non-governmental organisations and 
governments are able to learn, develop and share advanced knowledge. Dealing with 
innovation, EU developed an innovation strategy, called the Lisbon Strategy in March 
2000, when the EU Council met in Lisbon. This innovation challenge of public 
administration is twofold: 
 
 The governments here play an important role in establishing the conditions that 
will enable a knowledge and innovation-driven economy to prosper (for this 
purpose policy programmes have been drafted and implemented. An example is 
the withdrawal of all kinds of administrative burdens, so that young and talented 
scholars and scientists from outside EU can consider knowledge, research and 
development institutions as interesting prospective employers. In particular, the 
innovation policies in EU, in relation to the completion of the internal market, were 
grounded on the supposed benefits that liberalisation and privatisation would 
generate) (Bekkers et al., 2011, p.3-4). 
 The involvement of the public sector into the innovative sector (to develop they 
deal with the number of vital societal challenges, such as the quality of education 
system, the fight against crime, the generation of socially and economically 
deprived cities and regions, the development of a sustainable economy or of traffic 
infrastructure.  In meeting these challenges governments are forced to reflect on 
their governance strategy, internal organisation and management structure 
(Bekkers et al., 2011, p.4). 
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There is a wrestling in many government organisations with their role and position in 
society. This process is related to uncertainties regarding the fight against crime, traffic 
congestion, water management, air pollution, economic and social decline, and 
segregation. The ways in which governments are handling these problems not only affect 
their effectiveness but also influence the legitimacy of the governments themselves. Thus, 
it seems that governments and governmental institutions are being confronted with a 
crisis of authority, which includes the delivery of public services, the development of a 
specific policy, the assessment of taxes, elections or the reconstruction of a 
neighbourhood. Basically, governments are confronted with rising expectations from 
citizens, citizen’s groups and companies to meet their demands, wishes and interests. For 
citizens, it has become a problem to establish the nature and identify of government, 
which has led to uncertainties, such as “why do government interventions make sense” or 
“how to deal with actors who take up their own role in organizing collective action”? This 
undermines the effectiveness and legitimacy of government, which forces governmental 
organisations to embark on an innovation’s implementation (Bekkers et al., 2011, p.4-5). 
 
3.1.2 DEVELOPMENTS OF PUBLIC SECTOR’S INNOVATION 
 
The need for public innovation can be defined as the search for new ideas and concepts, 
technologies, techniques and methods, forms, systems and procedures to create 
meaningful interactions between the government and society in order to deal with a 
number of societal challenges (Bekkers et al., 2011, p.6). These challenges include the 
government’s disconnection and its reconnection: 
 
3.1.2.1 Disconnecting Government 
 
Over the past decade, several developments have contributed to the creation of a 
growing distance between the government and society. It has raised the questions 
regarding the effectiveness, legitimacy and responsiveness of the governments. 
 
1. Societal and organisational fragmentation 
 
This development has led to a narrowly defined, self-referential, partial, one-dimensional, 
approach towards complex societal problems and citizen’s needs, which can also be 
understood in terms of a growing functional rationalisation of society which the 
substantial rationality of the living world of citizens is colonized by the system world of 
public administration (Bekkers et al., 2011, p.7). 
25 
 
2. The alleged crisis of representative democracy 
 
This crisis can be described as a situation of lost connection between the citizens and 
politics, where elected representatives do not represent the requirements of the people 
which are prone to elitism. It can be understood as the process of individualism, the 
collapse of the great ideologies of the 19th century, the growing emancipation end 
empowerment of citizens, especially as consumers of public services and as engaged 
citizens with rising expectations. These developments have eroded the legitimacy of the 
claims and arguments put forward by governments and politics on behalf of the citizen 




Globalisation of economic, social and cultural life is a relevant development of 
disconnected Government, where the industrial society has transformed itself into a 
network society from a modern information and communication technology of our 
economic, social and cultural life, into a new economic and political order. These 
transformations have already existed, but with their speed they reached new dimensions. 
It has forced governments to establish international competitive welfare states, 
supporting a strong knowledge and service-based economy, and the management of all 




The process of European integration and the increased Europeanization of policy-making 
and implementation have led to a shift in governance from the nation state towards EU 
institutions in order to effectively coordinate the economic, social and safety issues with 
which EU countries are being confronted and that can no longer be solved nationally (van 
Kersbergen and van Waarden, 2004, p.143-171). 
 
5. The market based revolution in public administration 
 
The reason here for the disconnection between the Government and society is the 
transfer of classical functions of the State and the public sector on the delivery of semi- 
public goods and services towards the private sector and the introduction of a stronger 
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market orientation, such as the liberalization of the health care sector and the energy 
market. As a result, public and political concerns have emerged regarding the way in 
which public interests have to be safeguarded in these new, liberalized sectors, where the 
introduction of the private sector-based frames of reference in the public sector 
stimulated the use of market-based management techniques, new governance and 
organizational concepts and instruments. These include performance management, 
outsourcing, privatization, agency formation, quality management and e-Government 
(Pollitt and Bouckaert, 2000). 
 
3.1.2.2 Reconnecting Government 
 
One of the central challenges of public administration is to develop their own linking 
capabilities or to mobilize the connective capability of society and societal groups 
themselves. These include: 
 
 The call for integrated policy-making and service delivery 
 The plea for vision and leadership 
 The discussion about norms and values 
 The emergence of network steering and also re-centralization 
 Discussions about electronic government 
 Citizenship 
 The importance of accountability and 
 The emphasis on e-Government (Bekkers et al., 2011, p.10). 
 
During the last two decades, three major reform programmes (NPM, governance and e-
Government) have been formulated and are being implemented by many governments in 
order to meet a number of internal and external challenges: 
 
1. New Public Management 
 
NPM has evolved into a highly popular label for a wide variety of reforms in the public 
sector by politicians, policy-makers and scholars of public administration, which the result 
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has been that the so-called public sector is becoming more business-like, with the 





Public governance is a term to describe changes in the nature of the state following the 
public sector reforms of the 1980s till today. These reforms appeared to lead to a shift 
from a hierarchic bureaucracy to a greater use of markets and networks, mostly in 
delivering of public services. The effects of the reforms were intensified by global 
changes, including an increase in transnational economic activity and the rise of regional 
institutions like EU. Public governance thus expresses the widespread belief that the state 
increasingly depends on other organisations to secure and deliver its policies (Bevir, 2007, 
p.xxi). 
 
PUBLIC GOVERNANCE PROBLEMS IN THE 1980s AND 1990s 
 
The public sector in many EU countries has become more complex and more problematic 
in the past decades. While governments once could be sure of being the central or even 
sole actor involved in the process of steering their societies, and could depend upon legal 
authority as the principal instrument for steering, both of those assumptions are now 
questionable. First, governments are one of many actors involved in governing. They 
generally remain a central actor in governing but must bargain and cooperate with 
international and private sector actors (Pierre and Peters, 2000). 
Problems of governing in EU are based on a policy domain as the benchmark, called the 
incremental politics. “Incrementalism” is commonly associated to be the dominant mode 
of policy making for more or less foreseeable problems with a relatively short time frame, 
and minor for many redistributive social consequences. When faced with such issues, 
governments can afford to take the policies of the past as a compass, and allow for 
political barraging and bureaucratic compromise formation to decide on the margins and 
specifics of the small, that is incremental, adjustments that will be made to cope. We 
identify four types of challenges of governance in “incrementalism”: 
 
 From distributive to redistributive issues: the management of decline 
 From taking the institutional structure as given to regarding the institutions 
themselves as part of the problem: the management of institutional reform 
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 From predictable to unprecedented issue: the management of innovation 
 From relatively benign, slow-moving to malignant, fast-moving problems: the 
management of crisis (Bovens et al., 2001, p.13). 
 
Picture 4: Governments tasks, key challenges and policy sectors 
GOVERNANCE TASK KEY CHALLENGE POLICY SECTOR
Coping with decline Governing sunset industries Steel industry
Coping with reform Governing institutional inertia Health sector
Coping with innovation Governing without precedents Banking
Coping with crisis Governing urgent threats HIV/Blood  
Source: Bovens et al. (2001, p.15) 
 
 The governance of decline is addressed through examining the ways in which 
governments coped with the decline in economic performance and 
competitiveness of the national steel industries between the middle of 1970s and 
the early 1990s. Most EU countries have seen this major industry decline in the 
face of competition from other materials and global competitors, or as a result of 
an economic recession period. The task for the governments has been to 
restructure or even to terminate these activities while mitigating the social effects 
of this major industrial change (Bovens et al., 2001, p.13-14) 
 The governance of reform examines how governments tried to contain the cost of 
health care in the 1980s and 1990s. Governments that have tried to reform the 
health sector have had to intervene in institutional arrangements consisting of 
intricate networks of professional medical associations, health insurance 
companies, patients’ associations and hospitals. In such settings, reform requires a 
certain amount of deinstitutionalisation and industrial reinvention, most likely in 
the face of stubborn resistance by coalitions of actors benefiting from the 
institutional status quo. Basically, here the governments had to reform the medical 
profession and to curb its political and institutional power (Bovens et al., 2001, 
p.14). 
 The governance of innovation examines the ways in which governments coped 
with the challenges posed to the domestic banking systems by the 
internationalization and liberalization of the financial markets in the 1980s and 
1990s. These developments were a major change over the sheltered and 
regulated markets of the post-World War II era and exposed banks to new risks, 
potentially resulting in disruptive and costly failures. Pressed by technological 
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advances and changing global markets, states had to adapt their regulatory 
frameworks, not possessing full information as to how this would affect outcomes 
(Bovens et al., 2001, p.14). 
 The governance of crisis is the critical challenge governments had to face in the 
early 1980s when they had to cope with the sudden knowledge that there was a 
major risk of the HIV virus spreading widely across the population through 
contaminated blood products and blood transfusions. This problem could not have 
been anticipated or controlled in advance, especially during the early days of the 
disease (1980-1985) when the nature of the disease and its epidemiology were 
not fully understood. Health authorities were forced to operate with a minimum of 
information. They had to learn and to adapt very quickly. Governments could not, 
perhaps, be blamed for some of the mistakes they had made when information 
about the transmission of HIV was lacking or uncertain. Yet some of them did face 
major legitimacy questions because of what they did or neglected to do after 
authoritative knowledge about the role of blood in HIV contamination had become 




Because of the massive penetration of ICT nowadays and since the beginning of the 
1990s, governments have embraced the innovation potential of the internet in particular 
to rearrange their relationship with society. These innovation programmes are marked as 
electronic government or e-Government. The OECD’s definition of e-Government is the 
use of ICT, mainly the internet, as a tool to achieve better government, meaning the 
government to be more open, more accessible, more responsive, more collaborative and 
more demand-oriented than government in the pre-internet times. It is based to support 
or redefine the existing or future relations with external and internal stakeholders in order 
to create added value. Stakeholders in this case include citizens, companies, societal 
organisations, other governmental organisations and civil servants, where the added 
value points out the following goals, such as: 
 
 Increasing the access to Government 
 Facilitating the quality of service delivery 
 Stimulating internal efficiency 
 Supporting public and political accountability 
 Increasing the political participation of citizens 
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 Improving inter-organisational cooperation and relations (Bekkers et al., 2011, 
p.12). 
 
3.1.3 INNOVATION’S CLASSIFICATION 
 
To translate these classifications into the realm of the public sector, the following 
innovation classifications are divided into: 
 
 Product or service innovations (focusing on the creation of new public services and 
goods) 
 Technological innovations (emerging though the creation and use of new 
technologies, such as the use of text messaging devices and cell broadcasting to 
warn citizens of an emergency) 
 Process innovations (focusing on the improvement of the quality and efficiency of 
internal and external business processes, such as the redesign of service delivery 
processes - the digital assessment of taxes) 
 Organisational and management innovations (focusing on the creation of new 
organisational methods and techniques, and new working methods. For example, 
the creation of performance management systems to monitor the outcomes of 
policy programmes or programmes that are aimed at increasing the mobility of 
civil servants) 
 Conceptual innovations (these innovations occur in relation to the introduction of 
new concepts, frames of reference or even new paradigms that help to reframe 
the nature of specific problems as well as their possible solutions. For example, an 
innovative idea in water management is not to control the water as depending on 
rivers and canals, but to create reservoirs that help to store abundant water) 
 Governance innovations (they pay attention to the development of new forms and 
processes of governance, i.e. to enhance the self-regulating and self-organizing 
capacities of policy networks) 
 Institutional innovations (transformations in the institutional relations between 
organisations, institutions and other actors in the public sector, mainly in the 
public administration. Examples include direct democracy through referenda and 
the election of public officials (mayors), in which some officials have been 





3.2 ASPECTS OF THE SOLUTION 
 
When governments deal with new solutions to reduce the spending of the budget used 
for providing the public services, they run into problems. Problems are made by people 
who took decisions to resolve these problems. In this case Tony Blair’s sentence describes 
the solution of problems made within the government, meaning that they need to 
improve their work to make the government more successful: 
 
“Government organised around problems, not problems around Government.” 
(Tony Blair, speech on civil service reform, 24 February, 2004). 
 
3.2.1 PROBLEM STRUCTURING  
 
Main solution of the public sector problems (also innovation) includes structuring. Problem 
structuring of the government refers to the cognitive, puzzle aspect of processes of 
“problematisation” in politics and public policy. It emerges from an expertise and 
reflection on the practical tension between problem finding and problem solving. Problem 
is a gap between a current situation and a more desirable future one. Problem processing 
is considered to be about problem solving. It means that people start looking for ways of 
bridging or diminishing the gap between an “is” and “ought”, to focus on finding the most 
effective and efficient means. By applying those means, they develop expertise, a division 
of labour, collaboration, organisation and other coordination mechanisms. Problem solving 
usually starts a process of institutionalisation around the shared problem; a social 
recognition that there exists a set of organisations that provide a permanent solution to a 
permanent problem of a collectivity (Berger and Luckmann, 1967, p.69-70), while 
according to Braybrooke, it is also considered as issues machine that result in the 
collective normalisation of a problem (Braybrooke, 1974, p.ix). To achieve solutions to a 
permanent problem of a collectivity, governments have to be aware of different stages of 



















Source: Hoppe (2010, p.47) 
 
1. Problem definition (once the governance of problem incurs, we define it and we 
search for solutions) 
2. Identifying alternative responses/solutions (problem finding presupposes openness 
to new information on facts and values, so that policy ends may be either 
reconsidered or newly formed) 
3. Evaluation of options (solving problems attracts more attention than problem 
finding. Finding problems is hardly considered an issue in itself. Political theory 
and political struggle alike focus more on alternative solutions than the nature and 
content of the problem itself) 
4. Implementation and evaluation (problem structuring, then, is about the search 
and evaluation, with a view to potential integration, of competing problem 
representations. It produces information on what problem to solve. Here we 
impose structure on tangled problematic situations and multiple problem 
representations or framings. Frames are interpretive schemas or groups of ideas 
or paradigms, which generate broad attitudes and orientations towards a 
problematic situation. The key to understanding frames is to see them as 
questioning process that structure the world by delimiting the field of possible 
answers. Problem framing is part of the way citizens, intermediaries between 
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citizens and decision makers, and public authorities in government allocate the 
prioritization of problems on the public, the political and the decision making and 
implementation agenda, all in the context of the practical workings of democracy 
in a given policy (Hoppe, 2010, p.23-48). 
 
3.2.2 THE NEED FOR A PROBLEM STRUCTURING APPROACH 
 
The need for a problem structuring approach to the governance of problems is to restore 
sufficient congruence between problems, experienced perceived and framed by ordinary 
citizens, and the ways these problems are reconstructed by proximate policy makers. 
Formally, contemporary democracies, in order to maintain a sufficiently responsive system 
for the governance of problems, ought to develop more reflexive institutions and practices 
of policy oriented problem structuring (Hoppe, 2010, p.42-43).  
This problem structuring approach may be also argued from the statement uttered by 
Tony Blair that we should and can have a government organised around (citizen’s) 
problems without all the problems revolving the government, which have become 
manifest since the 1970s. Main problem at that time, not only in the UK, was posed by a 
question - what if the very ways in which governments have been organised around 
citizen’s problems generate the problems around the government. After all, in the final 
decades of the last century, politics, the welfare state, and public policies were repainted 
in public opinion, by the news industry and even by politicians themselves, from a 
problem solver to a major cause of problems for citizens (Hoppe, 2010, p.31). 
But in general the main reason was incurred during the late 1960s and early 1970s, which 
can be described as a period of growing concern about the effectiveness of public policy 
and governance. This concern was addressed by a range of initiatives to enhance the 
policy content of government decision making, to improve public decision making 
processes and the co-ordination of policy and to streamline management structures and 









4 REORGANISATION OF THE PUBLIC SECTOR 
 
 
Problem structuring, mentioned in the third chapter, has its solutions based on the public 
management reforms, which have been incurring since the NPM.  
In general reform is often presented as something that is nearly impossible to accomplish, 
where it still can be shown as the fundamental, intended and enforced change of the 
policy paradigm and/or organizational structure of (an organization within) a policy sector 
(Heyse et al, 2006, p.4), while public management reform defines deliberate changes to 
the structures and processes of public sector organizations with the objective of getting 
them (in some sense) to run better (Pollit and Bouckaert, 2000, p.2).  
 
4.1 PUBLIC MANAGEMENT REFORM 
 
Definition of public management reform described above is an open and wide definition 
which leaves lots of important questions to be answered. For example, ”structures or 
processes” could be the organizational structures of ministries and agencies, or the 
processes by which civil servants are recruited, trained, promoted, or dismissed, or the 
legal and administrative relationships between the citizens using public services and the 
organisations providing them. And “getting to run better” could mean getting these 
organizations to run more efficiently, or ensuring that they are more responsive to the 
citizens who used them, or focusing more strongly on achieving their official objectives. It 
should be obvious that these different kinds of objective will sometimes trade off against 
each other, for example, efficient service that minimizes the taxpayer’s money spent on 
each of its activities may not simultaneously be able to increase its responsiveness to 
citizens or effectiveness in achieving policy goals. That means that this definition can 
stand for some difficult choices and decisions about what the priorities really are (Pollit 
and Bouckaert, 2000, p.5-6). 
 
4.1.1 PUBLIC MANAGEMENT REFORMS’ HISTORY 
 
Back in the 1950s, public management reform was different in two fundamental ways: 
 
 It was generally treated as a technical or legal, rather than a political or economic 




 It was an essentially national or even sectorial matter (each country ploughed its 
own furrow). 
 
All has changed, starting in late 1960s and early 1970s, with more rational strategic 
policymaking and evaluation, taking place in the USA, UK and France. This was the time 
of high modernism, when rapid advances in science and technology, combined with a 
huge growth in the university-based study of the social sciences, seemed to hold out the 
promise of a more rationally designed set of public policies and institutions (Wildavsky, 
1979).  
Mostly the global economic disturbances in the 1970s speeded belief that governments 
have become overloaded and that Western welfare states had become unaffordable, 
ineffective, and overly constraining on employers and citizens alike, where the main aim 
here was to realize a fast-spreading desire to make governments more business-like, 
meaning to save money, to increase efficiency, and simultaneously oblige public 
bureaucracies to act more responsively towards their citizen-users (Pollit, 1990, p.167-
178). This time the trend was more widely felt in the USA, Australia, Canada, the 
Netherlands, New Zealand, and Sweden, where they all launched major programmes of 
central government reform during the 1980s. It later became known as the New Public 
Management (Pollit and Bouckaert, 2000, p.6). 
 
4.1.2 PURPOSES OF PUBLIC MANAGEMENT REFORM 
 
The purpose of public management reform tells us that there is something new in the 
world of governance, termed the NPM, reinvention, re-engineering and entrepreneurial 
government. According to Osborne and Gaebler, the rise of entrepreneurial government, 
particular governments or public services can be seen as being well ahead or lagging 
behind along what is basically a single route to reform. The characteristics of the 
reformed public sector organization in this case include: 
 
 Being close to its customers 
 Being performance-driven (targets, standards) not rule-bound 
 Displaying a commitment to continuous quality improvement (again targets and 
standards) 
 Being structured in a lean or flat way (highly decentralized, with street-level staff 
who are empowered to be flexible and innovative) 
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 Practising tight cost control, with the help of modern, commercial style accounting 
systems 
 Using performance related system for recruiting, posting, promoting and paying 
staff (Budd et al., 2006, p.173-174). 
 
4.2 NEW PUBLIC MANAGEMENT 
 
4.2.1 THE TERM 
 
Administrative reforms within the public organisations are an integral part of the political-
administrative system which encompasses a complex of ecology of factors, tasks, beliefs, 
principles, interests, resources and rules. Because they are divided as multi-functional 
services, reformers may not achieve the reforms completely, which makes models of 
governance differ from one another. One solution to make reforms more successful was 
the Weberian model, by which external and internal structure of public administrations 
had been replaced with the administrative reforms during the last twenty years. Changing 
the hierarchy, law, and-rule bound behaviour had been supplemented within the NPM 
(Christensen and Laegreid, 2001, p.13-14). 
NPM is the theory of the most recent paradigm change in how the public sector is to be 
governed. Initiated in the UK, it spread to first and foremost the United States, Australia 
and especially in New Zealand, and then further on to Scandinavia and Continental 
Europe. NPM is part of the managerial revolution that has gone around the world, 
affecting all countries, although to considerably different degrees. It does not replace 
older frameworks but it adds a new approach to public sector governance, where there is 
the most visible sign of the rapid changes in perspectives upon how government should 
run the public sector. But it is only one of several scientific revolutions that have occurred 
in the 20th century concerning the proper governance mechanisms in the public sector. 
Public sector governance theory started with public administration and moved to the 
public policy framework over the management approach (Lane, 2000, p.3).  
The reform of the public administration has been placed on the policy agenda of almost 
every European government, whatever their political complexion, although the timing, the 
pace, the extent, the nature, the reasons and the impact vary greatly across European 
countries. These reforms are basically intended to modify the size, the structure, the 
functions and functioning, the efficiency and even the culture of traditional public 
administrations, where the main buzz words are: 
 Downsizing 





 The famous 3E’s:  effectiveness, efficiency and economy 
 Privatisation 
 Outsourcing 
 New public management 
 “Customerisation” 
 “Agencification”… (Kickert, 1997, p.7).  
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In general, NPM is a label used both to define a general trend towards changing the style 
of governance and administration in the public sector and to describe a number of 
reforms that were carried out in several countries between the 1980s and 1990s 
(Christensen and Laegreid, 2001, p.43), where the first NPM reform ideas and measures 
were introduced by the government of Margaret Thatcher in the UK and of Ronald 
Reagan in the USA from about 1979 to 1980s, while Australia and New Zealand followed 
suit in the middle of 1980s (Christensen and Laegreid, 2011, p.1). New Zealand and 
Australia have been highlighted as countries where extensive NPM reforms have been 
implemented. In Sweden, it is said, there has been a lot of talk about reforms, but in 
comparison to the Anglo-Saxon countries, a much less coherent reform programme has 
been carried out and less dramatic effects have been reported. In contrast, Norway has 
been portrayed as a much more reluctant reformer where NPM seems to be more of a 
marginal phenomenon with less impact. The fact that similar reform attempts in Australia, 
New Zealand, Norway and Sweden, four countries on opposite sides of the globe, 
indicates that NPM is a global trend. Most of these NPM reform efforts have had similar 
goals:  
 
 To improve the effectiveness and efficiency of the public sector 
 To enhance the responsiveness of public agencies to their clients and customers 
 To reduce public expenditure 
 To improve managerial accountability (Christensen and Laegreid, 2001, p. 43). 
 
4.2.2 CHARASTERISTICS OF NPM 
 
It is unclear who first coined the term NPM, but Hood in 1991 seemed to be the first to 
classify a set of ideas, termed doctrines in the paper, that characterise NPM: 
 
1. Hands-on professional management in the public sector (this includes the need for 
clear lines of accountability rather than the diffusion of power of common in public 
bureaucracies with their inbuilt checks and balances) 
2. Explicit standards and measures of performance (since managers are given goals 
to achieve this, the second doctrine provides the means to bring them to account. 
The emphasis is on a very clear goal against which performance may be assessed, 
which is rather different from allowing people to imbibe a public service ethos 
through gradual socialisation and long careers) 
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3. Greater emphasis on output controls (there are many ways to measure 
performance. Since the classic civil service view valued the correct adherence to 
protocols and procedures, it stressed the importance of process measures. NPM, 
by contrast, having set output goals stresses controls based on those outputs) 
4. Shift to disaggregation of units in the public sector (this is achieved by breaking up 
large, multifunction bureaucracies into autonomous or semiautonomous units, 
each having, at its extreme, a single purpose) 
5. Shift to greater competition in the public sector (this is based on a belief that 
markets lead to innovation and drive down costs, thus making the public sector 
more efficient and effective) 
6. Stress on private sector styles of management practice (this implies the import of 
styles and concepts of management used in the private, for-profit sector. 
Essentially this assumes a cadre of professional managers who are given goals to 
achieve and the freedom to set about achieving them. It marks a shift from 
lifetime public service employment, and its attendant public sector ethics, towards 
a more mobile, and possibly, self-interested workforce) 
7. Stress on greater discipline and parsimony in resource use (doing more for less by 
seeking efficiency and productivity improvements and driving down costs, 
including the use of contracts based on public tendering processes (Pidd, 2012, p. 
8-9). 
 
4.2.3 THE EMERGENCE OF NPM  
 
There are several explanations for the fact that the 1980s and 1990s have been the 
golden age of administrative reform throughout the Western world. The most obvious is 
the financial-economic need to reform. The economic recession after the oil crisis of the 
1970s resulted in enormous deficits of the public budgets and the Western welfare state 
proved unaffordable. The need to cut back in the public sector and especially in the 
enormous size of the inevitable retrenchments, form the major explanation for the 
necessity of drastic reforms in the structure and functioning of Western governments and 
administrations. Without drastic reforms, these Draconian budget cuts could not be 
realised, where the nature of the explanations has direct influence on the nature of these 
reforms (Kickert, 1997, p.17). 
When we are trying to describe the reasons of emerging NPM in the last two decades to 
achieve more efficient government, and the emphasis in these reforms on reshaping the 
boundaries and responsibilities of the state, especially through privatization, the 
restructuring of public services, and the introduction of private market disciplines into 
public administration, we have to be aware that modern public administration isn’t just 
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about efficiency, but it also involves ideas of democratic participation, accountability and 
empowerment (Minogue et al., 1998, p.17).  
 




Because of the rising government expenditure, questioning for the effectiveness of large 
public bureaucracies appeared (Manning, 1996, p.2). According to OECD data, countries’ 
government expenditure per capital almost doubled between the years of 1980s and 
1990s (OECD, 1996). It came to the point where governments became too big and too 
expensive; yet where at the same time they would have to bear rising social burdens 
associated with unemployment and ageing populations. In this case governments would 
have to reduce in their size, or be more efficient, meaning they could not be afforded in 
their existing form nor would their rising costs be tolerated by taxpayers. In this case a 
significant component of NPM reforms is expenditure and cost reduction, which is often 





The ideology is shown in the reform wave of new ideas itself constituting a pressure for 
change not only because it represents a fundamental shift in public service values, but 
also because it offers an opportunity to policy makers searching for a solution to the 




The citizen plays an important role. If the citizen is pre-eminently a consumer, the over-
extended State has been castigated for its low level of performance. In all countries, 
citizens increasingly define themselves as active customers of Government services rather 
than active recipients, meaning that the concern of service delivery systems became to 
appear, where unflattering comparisons with the private sector are made, mostly at the 
point of service provision (Minogue et al., 1998, p.20). One of the doctrines according to 
Hoods, which puts greater emphasis on output controls, includes restructuring of the 
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public services. The creation of more effective public management depends heavily on the 
creation of an efficient and effective system of central administration, which highlights 



























5 EVALUATION AND PERFORMANCE MANAGEMENT 
 
 
Once we defined the problem, we can start to resolve it. The process is called the 
evaluation. Evaluation describes further the measures of performance management, 
which will help us understand the meaning of NPM, and make public services more 




5.1.2 THE TERM 
 
Evaluate, or at least its root word value, finds its origin in the Old French value and valoir 
and the Latin valére, which has the sense of “to be worth (something)” and “to work out 
the value of (something)”. Even in present everyday usage this has a double meaning, of 
finding a numerical expression for, and estimating the worth of and, of course, “worth” 
carries several distinct meanings, how we personally estimate someone, judgements of 
importance, and intrinsic worth (Shaw et al., 2006, p.6). 
Evaluation is the process of assessing to what extent project, programme or policy 
objectives have been achieved and they were achieved economically and effectively. 
Understanding the evaluation naturally requires knowledge of economy, efficiency, 
effectiveness and of the conceptual and technical issues arising in measurement. 
Considerations of economy, efficiency and effectiveness may appear cold, calculating and 
relentlessly functional. They are the heart of controversies in the relative merits of market 
and state resource allocation, the impact of public policies and even in performance of 
national economies. Their considerations are central to decisions about privatisation, the 
liberalisation of trade and factor movements, the reform of taxation, the level, quality and 
pricing of government services, where the pursuit of efficiency and effectiveness has 
intensified the need for economic and financial evaluation (Mulreany, 1999, p.1-2). 
 
5.1.3 REASONS FOR CURRENT INTEREST IN EVALUATION 
 
Evaluation had its beginnings many years ago in public health, education, and other 
governmental activities, but only in recent years has it really begun to develop and 
become a field of wide interest to legislators, administrators, researches, and citizen 
groups. A big stimulus has been the very great increase in public expenditure for social 
programmes, such as education, health, child development, crime control, drug abuse and 
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alcoholism, housing, personnel development and training, income maintenance, and 
community development. These programmes have cost so much that their continuation 
without evaluation has become a political impossibility (Nigro and Nigro, 1980, p.250).  
 
5.1.4 POGRAMME EVALUATION TODAY  
 
Program evaluation is essential, since the crucial element in administration is the 
effectiveness with which the mission of an organization is executed. It was for many years 
the dark continent of public administration, a barely recognized function of administration, 
but nowadays is the need to improve the delivery of public services. Evaluation is an 
integral part of the administrative process, where decisions are made about policies and 
plans, programs embodying these decisions are implemented, the results achieved are 
evaluated, and then, based on this information, new decisions are made and the cycle is 
repeated. It has a great potential for providing insights into how to achieve greater 
effectiveness with the numerous substantive programs of government; the services upon 
which citizens depend. Evaluation takes various forms: 
 
 It can be of inputs (teacher salaries) 
 Of outputs (number of degrees granted) 
 Of presumed evidences of quality (pupil-teacher ratios). 
 
Program evaluation today is performed not only within the administrative agencies 
delivering services but also by central budget and management staff, legislative 
committees, and commissions and post auditors serving the legislature (Nigro and Nigro, 
1980, p.249-251). 
 
5.1.5 GOVERNMENT PURPOSES OF EVALUATION 
 
1. Promoting accountability 
 
One of the general purposes of evaluation is to promote accountability. From the 
government’s perspective this means collecting data to inform the public, decision-
makers, taxpayers, service users, and other stakeholders about the worth of government 
policies, programs, interventions, and any other measures taken to impact the state of 
affairs in the society. Although the public pressure on governments to provide 
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accountability in a general sense goes back to the historical foundations of modern 
governance, it has increasingly become explicit and stronger during the last three 
decades, where the factors are pushing for accountability to include the public’s concern 
about better, more effective and cost-effective services (Behn, 2001). This was shown in 
some of the countries, including the UK, where politicians have enacted legislation calling 
for the evaluation of public programs to inform oversight bodies so that they may act to 
reduce waste and corruption, and to facilitate honesty and transparency in public 
management (Light, 1997). 
 
2. Improving Governmental management 
 
The second reason evaluating is employed by governments is based on improving 
governmental management. The performance of government has become a target of 
interest for politicians and the citizenry in countries across the world. The notion of 
evaluating the performance policies, programs, and projects as part of good public 
management underlines many recent reforms. Terms, such as managing for result, 
results-based management, performance management, performance-based management, 
and performance-based budgeting, have all been used as tools of NPM (Shaw et al., 
2006, p.165-166). 
Within the evaluation we can describe performance measures, which determine the 
performance indicators. In this chapter I describe the basic measures on improving public 
services, and also provide examples of these improvements made in England and Ireland. 
 
5.2 THE TERM PERFORMANCE MANAGEMENT 
  
The term performance management is used to describe the range of processes, 
techniques and methods to achieve an improvement, or value for money in terms of 
managing public services towards achieving defined results. According to Hadley and 
Young, there are pressures in terms of three major critiques, which classify the traditional 
ethos of public service organisations, the birth of performance management and its 
meaning: 
 
 “Marketeers” (the critique mainly sprang from the work of the New Right, which is 
a term for various policies or groups that are right-winged, informed by a number 
of economic contributions all emphasizing the efficiency properties of the 
competitive market system) 
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 Empowers (representing mainly the Centre and Left of the political spectrum, they 
claimed that services produced by a centralized paternalistic state casts the citizen 
in a passive role, since politicians, administrators and professionals decide what 
they needed and how it should be provided. The need to reorganize provision 
within the public sector to make services more accessible, accountable and 
responsive to their users, incurred) 
 The organisational reformers (the most influenced here was Peters and 
Waterman’s “In search of excellence”, where the topic of “being closer to citizens” 
emerged, which has led to arguments for a more business-like approach and the 
need for a new performance culture in public service organisations). 
 
Hence from the middle to late 1970s the issue of enhancing public service performance 
became a major political issue, due partly to the cogency of the critiques above, and 
perhaps more importantly, to the increasing fiscal stringency necessitated by counter-
inflation policy combined with rising public expectations (Kester et al., 1993, p.59-61). 
 
5.3 EXPECTATIONS FROM MEASUREMENTS 
 
With performance management measurements we can define the following expectations: 
 
 Defining performance explicitly, and specifying the level expected, demands 
greater focus and clarity, it reduces the scope for obfuscation, ambiguity and 
misunderstanding 
 Measures can summarize the important aspects of a complex situation making it 
easier to spot where and when expectations are not being realised 
 Measurement expresses and encourages an approach, rather than anecdotes and 
opinion, not to mention wishful thinking and self-serving claims 
 Measurement can assist learning by allowing greater comparability over time and 
between units, and by helping to identify what works. 
 
To the extent that these claims are sound in particular circumstances, measurement 
offers some or all of the following benefits, such as enhanced supervisory control, greater 
day-to-day autonomy of-operating units, steady performance improvement, and reduced 




5.4 TYPES OF PERFORMANCE MANAGEMENT 
 
Performance management is essentially concerned with enhancing the value adding 
process: that is, with increasing the productivity and quality of the relationship between 
organizational inputs/resources, outputs delivered, and outcomes achieved, where the 
latter focuses upon the impact of the services on a range of users. It is about making the 
difference between costs and benefits as large as possible (picture 6): 
 
Picture 6: The value-adding process 
 
Source: Kester et al. (1997, p.77) 
 
For example, the inputs could be the teachers or health workers employed, the outputs 
educated children or patients treated and the outcomes the increase in the education and 
health status of the population, valued in terms of their enhanced state of well-being. But 
there are a number of levels on which performance can and has been defined and 
measured. Each effectively represents a definition of accountability, which refers to the 
demonstration of someone else’s success or achievement. It involves revealing, 
explaining, and justifying what one does, or has done, or how one discharges one’s 
responsibilities. And that is why we define four levels of performance definition and 




5.4.1 FINANCIAL PERFORMANCE 
 
The narrowest definition of financial performance is that of probity, which involves the 
provision of financial information to demonstrate legality and the accuracy of financial 
statements. Ensuring probity was the traditional role of the auditors. It remains quite 
important in the public service organisations but alone it has little to do with performance 
as generally understand. Indeed, if requirements for probity are used to justify tight 
financial control which, for example, prevents “virement” across lines within the budget, it 
may lead to such inflexibility as to inhibit potential improvements and compromise more 
efficient and effective performance (Kester et al. 1997, p.80). As a measure of 
performance, the need emerged for interpreting financial results. As Flynn mentioned, 
these needed to be made because: 
 
 High rates of return can incur due to monopoly power rather than superior 
performance 
 The rate of return can depend on how assets are valued and how prices are set 
 We need to be wary of financial performance as a measure of the quality of 
management if managers have little control over their costs where national wage 
rates prevail. 
 
Hence, financial targets need to be used with caution, where certainty only provides a 
partial perspective on performance (Flynn, 1993). 
 
5.4.2 BUDGETARY PERFORMANCE 
 
Adherence by the traditional to its annual budget is a traditional measure of performance 
in public service organisations, but lately it is frequently argued that the nature of the 
public budgetary process in many public service agencies is such that performance 
against budget provides insufficient incentives for managers to secure quality service 
delivery. These had happened because of a number of grounds, such as the annual focus 
of managers to spend unused funds, explanations about the money spent, without having 
indicated outcomes of such expenditure in term of outputs and services and, explanations 
of cash accounting, where cash accounting income and expenditure aren’t recognized. 
These problems can be solved with the move of the budget towards a more performance 




 PPBS (attempts to relate all cost items to broad functional objectives defined at 
the outset by constructing an organisational framework within which it is clear 
what resources are being devoted to what ends and with what results) 
 Zero based budgeting (resource accounting involves moving cash from accounting 
to accrual accounting, where the improvement of management information for 
decision emerges. This is already used in much of the public sector, including 
health, local government and the non-elected agencies. The key point here is the 
main objective analysis, which shows the cost of resources consumed by 
departmental/organisational objectives with additional information on out-run 
against budget. Here also output and performance analysis play an important role, 
because it compares the full costs of delivering departmental/organization’s main 
objectives with the outputs achieved) (Kester et al. 1997, p.81-83). 
 
5.4.3 MANAGERIAL PERFORMANCE 
 
The apparent deficiencies and incompleteness of financial and budgetary accountability 
and their definitions of performance have led to a broader one, embracing the value for 
money concept, which requires public agencies to demonstrate their achievement of 
policy aims efficiently, economically and effectively (Kester et al. 1997, p.83). 
Managerial performance, defined by Day and Klein, is as “making those with delegated 
authority answerable for carrying out agreed tasks according to agreed criteria of 
performance”, meaning that it was important to secure more results-oriented public 
services (Day and Klein, 1987, p.27). 
It includes value added for money, which is the most easily defined as the economic 
acquisition of resources and their efficient utilization in the realization of the purposes of 
the organisation, with the simultaneous achievement of economy, efficiency and 




A central concern for any society is the efficiency with which it produces and distributes 






1. Efficiency in production 
 
Efficiency in production can be labelled as productive efficiency, x-efficiency, managerial 
efficiency and technical efficiency, where in all cases the production is efficient if there is 
no waste, meaning that it is impossible to increase the output of one without reducing the 
output of another and where the happy condition of productive efficiency is being 
achieved when firms and industries produce at the lowest possible cost. The enterprise to 
produce inefficiently, above minimum price, is caused by waste (carrying excess stocks, 
enormous expense accounts, low productivity). Waste exists in the private and public 
sector. The Commission of the European Communities has indicated that the elimination 
of waste in private sector enterprises is an important benefit deriving from the increased 
competitive pressures in the single EU market. The problem here was shown in the 
behaviour of owners and managers of the firms, where the owners had to seek a 
maximum profit and minimum costs and where the managers played an easy life with 
minimum control or no control at all under the production, which was higher than 
minimum costs. Because of these, owners had to change managerial behaviour of their 
managers. This is called the variation on the principal-agent problem. Waste is also shown 
in the public sector, whether one sector is likely to be more inefficient in production than 
the other. In the past decade, market disciplines have been introduced to the public 
sector, when contracting-out of government services has been instituted in many OECD 
countries and savings have been ensued. The improvement of efficiency was in this case 
shown in:  
 
 The choice between healthcare schemes or between schools, where vouchers 
allow consumers of public services to make direct choices  
 The process of efficiency for audits 
 In the increased accountability.  
 
For example, budgetary stress and consequent pressure for efficiency could be induced by 
setting reduced expenditure targets or by restricting the income of government agencies 
or of local government, where in the UK, for example, at various times, central 
government reduced grants to local authorities, penalised authorities which exceeded 







2. Efficiency in distribution 
 
Even if goods and services are produced at lower cost, resources can still be used 
efficiently if the output mix contains too much of one product and too little of another. 
Efficiency in distribution or “allocative” efficiency takes account of consumer preferences. 
“Allocative” efficiency deals with questions, such as:  
 
 “Do the goods or services produced actually meet the public’s production 
process?” 
 
Efficiency like this is hampered in the public and private sectors where there is no 
consumer choice whether there is monopoly in supply or lack of choice within 
programmes. Greater consumer choice within the public sector, a better informed public 
and a more participatory democracy all tend to improve “allocative” efficiency, which the 
measurements are harder to get in the public than in the private sector. It may be hard 
for consumers to specify what level and quality of defence, for example, they require the 
type of land-use planning system best suited to the area or what amount and quality of 
graduates they expect from universities. That is why quantification plays here an 
important role, which explains why management reforms, such as efficiency mess in the 
public sector, have been largely confined to matters of productive efficiency. Some efforts 
at the public sector reform may be more effective than others, because it is easier to 
quantify inputs than outputs in the public sector (Mulreany, 1999, p.4-5). 
 
3. Productive and “allocative” efficiency: example on privatisation 
 
The distinction between productive and “allocative” efficiency is useful in number of ways, 
because it informs the debate about privatisation, which is one of the key aspects of 
economic policy-making in recent decades. Privatisation in one way shows the 
competitiveness between the public and private enterprises. There was a study made 
about the case of privatising a public sector monopoly, by Vickers and Yarrow in 1988, 
who claimed that privatisation can affect the pattern of management incentives, where 
the managers in the privatised enterprise achieve greater productive efficiencies than 
when the enterprise is under the public control. Here the privatisation led to greater 
monitoring of costs and hence greater productive efficiency. Similarly, another study 
made by Martin and Parker in 1997, where they were examining eleven British 
companies, where they had found no systematic evidence that public enterprises are less 
technically efficient than private ones (Martin and Parker, 1997). In general, private firms 
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tended to show an efficiency advantage in conditions of competition but this was not a 
consistent finding in these studies, that is why measurement in this case isn’t reliable that 
much (Mulreany, 1999, p.5-6). 
 
5.4.3.2 Efficiency in connection to economy and effectiveness 
 
So far, we have paid attention to efficiency, but later effectiveness and economy will be 
included. The most common language of performance management is the language of 
politics, economics, and accountancy and management theory as the “value for money”.  
In order to distinguish between the three concepts (economy, effectiveness and 
efficiency), it is useful to think in terms of the familiar economic model of an enterprise 
based on inputs, throughputs (sometimes called intermediate outputs), outputs and 
effects (called also outcomes).  
 
Each concept is described as follows: 
 
 Economy (is the purchase of inputs at the lowest cost. There is an improvement 
in economy if actual input is less than planned input. A shift to cheaper inputs, for 
example staff, premises or energy, will promote economy) 
 Efficiency (can be viewed either as obtaining the maximum output from given 
inputs or as achieving the minimum level of inputs for a given level of outputs. 
This is a fuller concept than economy inasmuch as it relates inputs to outputs. 
Efficiency may for example be measured by utilisation rates such as the utilisation 
of hospital beds, or of recreational facilities) 
 Effectiveness (is the extent to which outputs achieve objectives or policy aims. 
The actual output may differ from the planned output or outcome. For example, if 
mortality rates are higher than expected or if examinations pass rates are lower 
than planned, then certain health and education outputs may be said to be 
ineffective) (Kester et al., 1997, p.85) 
 
As is known, economy is exclusively concerned with inputs, efficiency relates inputs to 
outputs, and effectiveness relates outputs to effects or desired outcomes. Each one is of 
little use on its own. For example, it is of not much use to know that something was as 
cheap as possible (economic) if it does not satisfy the organisation’s or client’s objectives. 
Similarly, efficiency alone is inefficient since the wrong outcomes may be achieved, 
although at the least cost. Effectiveness is of limited use on its own: knowing that 
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objectives were achieved irrespective of cost is insufficient. Certainly the early days of 
implementation, driven by the need for fiscal restraint, value for money tended to be 
concerned mainly with economy and efficiency and gave insufficient attention to 
effectiveness, where in a number of situations this is still the case (picture 7): 
 
Picture 7: The managerial performance measurement 
 
Source: Kester et al. (1997, p.85) 
 
5.4.4 POLITICAL ACCOUNTABILITY 
 
This is the broadest and most elusive concept of performance and accountability, which 
includes questions about “what should be done” and “the process by which is done”. The 
distinctive public service values in this case include equity, fairness, community, 
citizenship, justice and democracy, where the distinctive conditions include the democratic 
process, public accountability and openness of decision-making. It is not entirely sufficient 
to invent the fourth E, called the equity, defined in terms of justice and fairness, more 
particularly in terms of the process and outcome of the distribution of policy impacts, and 
hope that everything not included in the other three can thereby be captured (Kester et 
al. 1997, p.86), mainly because there are two reasons for separate inclusion of equity:  
 
 Firstly, it is a critical aspect of the impact of all public service organisations 
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 Secondly, equity criteria are often made explicit, to not given adequate weighting 
in service planning and delivery (Kester et al. 1993, p.63). 
 
For example, justification is shown in terms of a new form of accountability, meaning that 
acceptability of a public service is more direct to its consumers, while on the other hand 
citizenship relates to participation in the public realm, rather than to consumption in the 
private realm (Kester et al. 1997, p.87). 
 
5.5 QUALITY MEASURES IN IRELAND 
 
5.5.1 PERFORMANCE MEASUREMENTS AND INDICATORS 
 
The 3E’s in practice are shown in the improvement of the public sector performance of 
public services. It is more than 100 years now since Woodrow Wilson, the 28th President 
of the United States (1913-1921) spoke of the need for civil service reform to identify first 
what governments can properly and successfully do and, secondly, how they can do this 
with the most possible efficiency and with the least possible cost of either money or 
energy (Mulreany, 1999, p.280). 
In the last decade there has been a trend to reform national and local institutions in 
Ireland to provide better services, accountability and freedom of information. The policy 
document of the government elected in June 1997, called An Action Programme for the 
Millennium, notes among its key priorities for local government the introduction of 
comprehensive value for money audits, the improvement of efficiency and the 
enhancement of customer service. Before this elected policy document, governments had 
also worked towards public sector reform, whereby each government department was 
required to initiate a process of strategic management launched in 1994, called the 
Strategic Management Initiative. This approach to public service management has already 
been introduced in other countries such as New Zealand, Britain and Australia. The 
reforms in Australia saw the enactment of the Financial Management Improvement 
Programme in 1984, which introduced the techniques and systems to help departmental 
and agency managers to focus on results. There was an emphasis on reporting of 
performance alongside programme costs, while in Britain, the Financial Management 
Initiative launched the need for departments to set clear objectives and performance 
measures. Here the introduction of the Citizen’s Charter aimed to improve the quality of 
the public service through setting specific quality targets, monitoring these targets and 
offering reimbursement to citizens when targets aren’t met, and the role of the Audit 
Commission had been enhanced, where the performance indicators were introduced in 
different areas. They include putting limits on budget, the introduction of market 
disciplines (privatisation and contracting-out), manpower control policies and customer 
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choice programmes. These performances worked for Britain, but not for Ireland. 
Originally, the Irish system was based on the British, but still there are differences 
between the English and the Irish local government. For instance, British local 
government has responsibility for the police service, which is not the case in Ireland. The 
differences are still there, and many important lessons are to be learned from the 
evaluation of local government services in Britain in areas, such as housing and roads 
which also comes under local government control in Ireland (Mulreany, 1999, p.280-283).  
Differences are also shown for example that the British system does not have a county 
manager as they exist in the Irish system. But still many of the services, such as housing, 
roads and fire are similar. In Ireland performance indicators cover the public’s experience 
of using or receiving the service through questionnaires concerning issues, such as quality 
of information, staff attitude, premises, waiting periods for attention, and the 
effectiveness of any appointment system (Mulreany, 1999, p.295-296). 
Differences between four performance measure indicators in the following countries 
(picture 8): 
 




details of housing stock, rent 
collections and vacant properties
recycling measuring the 
the net cost per tone of standards
household waste  of cleanliness
the percentage of streetligh highway lightning, 
not working as planned  road








Source: personal source, picture 8 
 
1. Dealing with the public 
 
Indicators in the UK include answering telephones, replying to letters, handling 
complaints, equal opportunities and access to and use of buildings. These indicators 
dealing with the public should identify how well an authority responds to contact with 
clients. For example, authorities were required to set targets for answering telephone 
calls. Similarly, this was done to letters received. The performance was shown in 
answered calls to its switchboard within 5 rings, meaning that the civil servant should 
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answer within those 5 rings. According to the Audit Commission 95% of calls were 
answered within the target of 5 rings (Mulreany, 1999, p.286-287).  
While the Irish local authorities deal with the public with mechanism for measuring 
response times including improved information technology. For example, a computerised 
telephone system showed the recorded time taken to each answered call, which was 
useful for the measurement of actual performance against any pre-determined target. Or 
one of the indicators was also improving response times to mail, which likely reduced 
volumes, as repeated queries of the customer. In general, the need of improvements in 
information technology was required in Ireland, but not in all cases, because a substantial 





The UK’s indicators here include details of the housing stock, allocations and lettings, 
vacant properties, repairs policies, rent collections and success in dealing with homeless 
clients. For example, the average time taken to re-let dwellings available for letting or 
awaiting minor repairs is one of the performances in this area. Local authorities usually 
identify different categories of repair, such as emergency, urgent and non-urgent. Targets 
are set for response times and details of performance against targets are published. 
Information to be published includes the number of repairs requested at each priority 
level, the target response time for each priority level and the percentage of jobs 
completed within target time. The use of appointment systems for repairs is also 
examined through use of an indicator measuring the percentage of repair jobs for which 
appointments were made and kept by each authority (Mulreany, 1999, p.287).  
Ireland, in the year of 1996, had over 98,000 rented local authority housing units, with 
the maintenance costs of the management mounted to £105.34 million. The indicators 
and informational requirements in use in British local authorities such as housing stock 
statistics, allocations and lettings, repairs, rent collection costs, level of rent arrears and 
homelessness became also relevant to Ireland, to analyse and assess existing systems 
and to identify proposals for improved standards and cost effectiveness, where the need 
of quality, efficiency and cost issues must have been examined. One of the measurements 
in this case explains the way to determine tenant satisfaction with maintenance 
performances of “sign –off system”. The “sign-off system” allows the tenant to indicate 
satisfaction with the quality of service received, which describes the measurement of 
performance by the tenant. Other measurement regarding elements of service can also be 
shown in the assessment and processing of applications for housing loans, where an 
example can be shown in Galway County Council’s plan of issuing all applications for 
housing loan assistance with a decision within two weeks of receipt of the completed 
application. Mainly, the satisfaction of the customer was shown by a simple questionnaire, 
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which concerns issues such as quality of information, staff attitude, premises, waiting 
periods for attention, the effectiveness of any appointment system, the way in which 
complaints were dealt with (Mulreany, 1999, p.296-299). 
 
3. Refuse collection and waste disposal - litter 
 
By law, British local authorities must collect household rubbish and trade waste. These 
indicators cover the amount of household waste received, the percentage recycled, and 
the percentage incinerated with recovery of heat and power, incinerated without recovery 
of heat and power of disposal in other ways such as landfill. The net cost per tonne of 
household waste received was also required. For waste disposal the information and 
indicators help consumers identify whether the service they are receiving is comparable to 
that provided by other authorities. The quality of service in this case can be assessed by 
looking at the description of the service provided such as arrangements for collection of 
bulky items of refuse. With the increased interest in environmental matters, performance 
in the recycling area was growing in importance particularly in light of the target set by 
the British Government to recycle 25% of rubbish by the year 2000 (Mulreany, 1999, 
p.288).  
In Ireland, litter control is part of the Irish local authorities, where they are paying 
attention on measuring the standards of cleanliness. This involved the selection of 
locations for the survey, including urban, rural, tourist areas and beaches, where 
cleanliness rates were calculated for each location. In this case the composition of the 
dog litter was analysed and other environment quality indicators, such as dog fouling and 
fly-posting, were noted as well. The results were computerised for ease of retrieval, 
analysis and reporting. These data were useful for inter-authority comparison, for 
decisions about such issues as the employment of litter wardens; moreover, it helped to 




The following information in the UK requires the street lighting as the percentage of 
streetlights not working as planned, the percentage of non-working streetlights; roads as 
damaged roads and repair of these roads within 24 hours; and the percentage 
achievement of the local authorities with their repairs (Mulreany, 1999, p.291). Ireland 
faced a major expenditure problem on the road programme, including capital and revenue 
items, estimated in 1998 at approximately £700 million. To solve this problem, The Audit 
Commission required the publication of information regarding highway lighting, road and 
pavement maintenance and the provision of pedestrian crossing by British local 
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authorities, based on the indicators to be used. These indicators included the percentage 
of lights not working, the percentage awaiting action from the authority, and the 
monitoring mechanism, all made by the British authorities, which were expected to be 
followed also by the Irish authority. The issue of value for money in the area of public 
lighting in Ireland has been the subject of a report the Value for Money Unit of the Audit 
Service. It identified costs and economies associated with various types of lighting, where 
indicators show the potential for greater economy by substituting one type of lighting for 
another. Here also the level of public satisfaction with existing lighting also helped to 
identify whether the lighting meets the customer’s needs, regarding questions like: 
 
 “Are there requests for extensions to the network? Does the network satisfy any 
recognised standards for the provision of lighting?” 
 
These indicators helped to promote action on more economical lighting, good 
maintenance performance and customer satisfaction (Mulreany, 1999, p.299-300). 
In general, the main difference is that the Irish performance indicators made measures 
more related to their citizens. Unlike the British, they paid more attention on increasing 
their government’s budget than on customer’s satisfaction. For example, the Irish paid 
more attention to environmental concerns, which makes a citizen more satisfied, while in 
the UK they paid more attention to the budget increase during recyclement. 
 
5.5.2 CORPORATE PLAN 2010 - 2014 
 
Over the years, ways of performing and delivering public services in Ireland emerged as 
an important aspect of today’s satisfaction of citizens. They moved away from the British 
regulations and they put things in their hands. How well NPM established itself in Ireland 
and how well their performance indicators changed lives and well-being of their citizens in 
Dublin is further on described in their Corporate plan 2010 - 2014. These performance 
measures show which public services and goods will be better provided by performance 
indicators improved by their public servants, meaning what to change for the better in 
public servant’s work, to make public services more economical, qualitative and effective.  
The plan was adopted by the Elected Members of Dublin City Council at its meeting held 
on the 7th December 2009. It sets out the core values of the City Council, high level 
business objectives to be achieved during the five year period of the plan and strategies 
for the delivery of the objectives. Dublin City Council provides a wide range of services to 
the citizens of Dublin and will strive to improve the delivery of these services within the 
confines of national and local budgetary constraints (Dublin City Council, 2010, p.3). 
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There are five core values for this plan which are the key principles that will guide Dublin 
for the next five years. They are the basis for all deliberations and decisions taken by the 
Council in the delivery of its services: 
 
 Democratic leadership (to represent all citizens of Dublin and to ensure all 
decisions are communicated in an open and transparent manner) 
 Sustainability (to protect and enhance the city to maximise the quality of life for 
present and future generations) 
 Inclusiveness (to communicate with all citizens and to listen and respect all 
members of the community) 
 Efficiency (to operate in an efficient manner and realise value for money through 
its business processes) 
 Customer focus (to deliver a high quality service to all customers and to ensure 
good communications with all customers) (Dublin City Council, 2010, p.6). 
 
Corporate plan reaches eight areas where these core values are included: 
 
1. Economic development 
 
Economic development works to create the talent and investment in Dublin’s city region. 
The action plan is divided into the development of strong city leadership, the creation of a 
vibrant place and the attraction and retention of creative people. Their basic objectives 
are: 
 Providing strong leadership for the Dublin city region (to develop the case for the 
Dublin city region as the engine driving Ireland’s economy to support its adoption 
into national and regional policy; to establish a central regional data centre across 
the Dublin local authorities) 
 Creating a vibrant Dublin city region (to identify, lobby for and co-ordinate the 
delivery of the city region’s infrastructure to provide for current and future growth; 
to embed economic objectives in the planning and development system) 
 Creating the conditions that will attract and retain creative people (to identify 
employment and retraining initiatives to support vulnerable sectors both working 
and unemployed; to develop policy thinking on the role of diversity and equality in 
the city region and its contribution to the internationally competitive city region) 
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 Using city region indicators to benchmark economic performance (to use indicators 
to support competitiveness, enterprise, economic development and improved 
quality of life) (Dublin City Council, 2010, p.9-10). 
 
2. Environmental sustainability 
 
A high quality environment is defined by clean water, fresh air and clean soil, the level of 
noise and the quality of light. All of these resources come under pressure in a society that 
is increasingly concerned with cycles of production and consumption, mobility and 
economic expansion. Maintaining a high quality environment against this backdrop of 
growth is a significant challenge. The Council is committed to maintaining and to 
improving the high quality environment of waste management, water supply, flood 
protection, management of parks and open spaces, waste water treatment and disposal, 
and water, noise and air pollution control. According to these, they would like to achieve: 
 
 Providing a high quality of water supply (to implement policies, levels of service, 
security of supply and capital works programmes to protect and improve water 
quality) 
 Recognising environmental management as a priority (to ensure environmental 
policies that are integrated into all strategic and operational policies including the 
city development plan and departmental plans) 
 Providing the highest quality of wastewater collection and treatment services in 
the most cost effective manner (to maintain the public sewer network; to replace, 
repair, upgrade and extend the public sewer network on an on-going basis) 
 Promoting and encourage the prevention, re-use and recycling of waste in line 
with the EU and National policy (to ensure that necessary waste facilities are in 
place, which will encourage all citizens to dispose of their waste in an appropriate 
manner; to ensure all waste is disposed of in accordance with the approved waste 
management plan) 
 Ensuring a consistently high standard of cleanliness throughout the city 
comparable to the cleanest capital cities in Europe (to dedicate required resources 
to street cleaning; to engage with key stakeholders through the Litter Forum to 








Dublin city faces huge challenges in the area of sustainable mobility. There has been 
considerable success in the provision of public transport for commuting over the past ten 
years. However, the demand for travel and movement of goods will continue to expand. 
The city street network is finite and the historic street pattern does not lend itself to 
significant expansion. It is necessary to optimise the network to provide sustainable 
transport to meet the needs of business, residents, commuters, shoppers and disabled 
people: 
 
 Providing for the safe, sustainable and efficient movement of all people and 
managing the movement of goods in the city (to implement a road safety plan to 
reduce fatalities and serious injuries in line with Department of Transport National 
Road Safety Plan targets; to reduce the adverse impact of traffic, particularly in 
residential areas, by the maintenance and enhancement of traffic calming 
measures and environmental traffic cells - continue the work of noise and 
environmental monitoring and the use of computer modelling to analyse the 
impact of traffic management measures) 
 Maintaining and developing the road and street network (to implement a regime of 
parking regulations to ensure that scarce parking spaces within the city are utilised 
to benefit the commercial and social life of the city - this regime will seek to 
balance the needs of residents and other users; to reflect the link between land 
use and transport through the development control process - this will be achieved 
by the imposition of conditions on planning applications which reflect the 
sustainable transportation strategies in the City Development Plan including 
mobility management) (Dublin City Council, 2010, p.17-19). 
 
4. Culture, recreation and amenity 
 
Arts and culture have a dynamic role to play in the renewal and continuing creation of 
Dublin’s character. Cultural initiatives and activities continue to add value to social 
transactions, the built and natural environment and are a proven source of employment, 
tourism and reputation. In this area they are: 
 
 Leading and supporting the development of culture, the arts and sport and 
physical recreation in the city (to devise appropriate plans for the arts, libraries 
and archive development; to establish a cultural planning partnership with a range 
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of partners in the city; to review and revise the permitting and approval processes 
for cultural events, festivals and temporary activities) 
 Creating opportunities for everyone to participate in the city’s cultural and 
recreational life (to promote and support an integrated programme of arts 
development, cultural festivals and events; to develop, design and implement 
innovative programmes and projects to encourage citizens to get physically active) 
 Recognising that culture is essential to the city’s economic vitality (to work with 
our partners to develop a cultural tourism strategy building on the city’s distinctive 
competitive advantages; to develop city cultural indicators, which will measure and 
track overall performance and progress in comparison to other cities of similar size 
and composition) (Dublin City Council, 2010, p.21-23). 
 
5. Urban form 
 
Urban form is concerned primarily with the physical city - with how individual buildings, 
streets and urban spaces generate local character and neighbourhood and how these 
local areas together contribute to an overall city character and identity. The manner in 
which the built city responds to and protects the natural setting of river, sea and 
mountains is also a key concern. Dublin has gone through a huge phase of physical 
development over the last two decades. To achieve this they are: 
 
 Optimising the performance of the extended inner city as an effective heart to the 
city region (to develop an appropriate set of urban strategies reflected in layered 
maps) 
 Developing urban legibility in the suburbs by integrating the key district centres 
with the green corridor network (to develop a set of maps at appropriate scale 
exploring route options, optimising attractive links and interconnection between 
key district centres and green network) 
 Exploring how the public can best engage with key aspects of the urban 
form/spatial theme including architecture, urban design and public space through 
the “My City” interactive exhibition (to evaluate the “My City” content and its 
effectiveness in communicating policy) 
 Securing support from citizens, business and local communities for a strategic 
policy aimed at providing clarity on height and density in the city (to develop a 
communications strategy using a range of visual tools and best practice to win 




6. Social cohesion 
 
The role of Dublin City Council is to contribute to the well-being and quality of life for all 
people living in the city. To do this they will develop Dublin city as a compact friendly city 
with a network of sustainable mixed neighbourhoods providing a range of facilities and a 
choice of tenure and housing options, to promote social inclusion, equality and diversity, 
opportunity, community participation and integration of all ethnic communities. To do so, 
they are: 
 
 Delivering a range of quality, diverse and sustainable housing options (to ensure 
all households have reasonable access to housing suited to their needs; to 
improve the quality of accommodation standards in all areas, including the private 
rented sector; to promote home ownership through a diversity of paths for 
example Shared Ownership loans and incremental purchase) 
 Promoting a whole city approach to social inclusion through strategic partnerships, 
interagency co-operation and the implementation of the “Life Cycle” approach of 
national inclusion policy (to support persons with disabilities; to develop innovative 
actions to bridge the digital divide through www.dublin.ie and make the best 
possible use of funding available under digital inclusion and benefit schemes) 
 Providing necessary support to enhance community participation in areas and 
neighbourhoods (to promote social capital and active citizenship in communities 
through asset based community development, building on resources skills within 
areas; to support the inclusion of community participation in safety and security at 




City Council’s employees are a key resource of the City Council and human resource 
management which covers areas such as workforce planning, training and development of 
employees, managing industrial and employee relations and promoting health, safety and 
welfare for all employees. Performance management through team and personal 
development plans for employees provide a focus on the individual’s contribution to the 
overall departmental and corporate objectives. Learning, training and development is 
directly linked to the corporate objectives of the Council, learning and training 
interventions are innovative, flexible and adaptive to changing circumstances and 
employees are encouraged to keep themselves up skilled to deliver the Council’s business 
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goals, and a flexible workforce is required to respond to the demanding and changing 
business and economic environment. To do so, they are: 
 
 Ensuring a fair, equitable and consultative working environment and encouraging 
employee participation and development (to promote equality and dignity at work 
policies, to promote awareness of the information and consultation agreement and 
full compliance with current policies) 
 Promoting and supporting the health, safety and welfare of staff of Dublin City 
Council (to develop and enhance the safety culture in the Council by utilising 
existing communication and consultative structures and compliance with relevant 
legislation) 
 Leading and engaging with key stakeholders to implement significant change and 
to enhance operational performance (to utilise the partnership process and 
maintain continuity of service delivery to customers thought improved staff 
performance, administration processes and the greater use of the latest available 
technology) 
 Developing organisational capability to assist in the creation and maintenance of a 
sustainable city in line with the vision of Dublin City Council (to promote 
continuous change through the process of partnership to ensure delivery of quality 
services; to manage the industrial relations environment effectively) (Dublin City 




Dublin City Council aims to deliver the highest quality customer service by having effective 
strategies and systems in place, and by being accountable through an open and 
transparent approach to their work. To achieve these goals they are: 
 
 Leading the way in the exploitation of ICT (to expand the availability of channels 
of communication and doing business by increasing the quantity of services 
available using the latest technology and further developing the City Council’s 
website) 
 Ensuring that customers can communicate with Dublin City Council using multiple 
channels of communication (to assess the accessibility of their website and other 




 Continuing to examine procedures and processes to ensure that they are customer 
focussed (to examine all business processes using recommended equality proofing 
tools to provide a cohesive service allowing for social inclusion for all stakeholders; 
to continue to ensure that staff training focuses on good customer care; to 
consult, where appropriate, with stakeholders prior to determining processes for 
delivery of any new services or major process alteration in existing services) 
 Continuing to develop their information systems in a manner which supports 
information management and transactions that are customer focused rather than 
focused on their structure (to implement a common information structure which 
supports the integration of information into Dublin City Council’s Customer 
Relationship Management System; to use the shared information structure of the 
corporate Oracle e-business systems for all major new applications and upgrades 
of applications) 
 Providing a transparent system of dealing with complaints related to customer 
service (to implement the best practice standards as advised by international 
bodies in relation to customer service; to publish and publicise Dublin City 
Council’s complaint procedures and report on an annual basis details of the 
















6 REORGANISATION OF THE PUBLIC SECTOR IN PRACTICE 
 
 
Reorganisation brings changes to the reorganisation of governance. Changing their ways 
of administration work, rules, laws and structure is in this chapter explained by the 




6.1.1 FROM 1830s TO 2010 
 
The NRP is a programme under the Europe 2020 Strategy, drafted in coherence with the 
Economic Adjustment Programme for Greece, which was adopted in May 2010 and it is 
updated quarterly. It identifies the policy, conditionality attached to the joint Euro Area 
and IMF financing package of €110 billion. The growth of the public sector in the 1970s 
and early 1980s has set the scene for subsequent pressures for reforms. Therefore, 
governments worldwide have engaged in on-going high-profile and comprehensive reform 
plans. Implemented through a wide range of different change programmes, reform plans 
usually encompass a wide spectrum of changes in the relationship between the central, 
regional and local level of administration as well as changes in the organisational design 
of public services (Pateli and Phillippidou, 2010, p.128).  
Greece is a southeast European country, situated on the tip of the Balkan Peninsula at the 
crossroads of Europe and Asia. Because of its geographical position, it would be logical to 
think that Greek organization of the state and public sector is very similar to its 
neighbours, ex-socialist countries. However, this is not so. Since the creation of the 
modern Greek State in 1830, the French model of state inspired Greece and the country 
started to create its institutions modelling them on the French example. Modern Greek 
state was created in 1830 and this newly created state was organized along the lines of 
the Napoleonic model. In terms of formal structures, this included: 
 
 A system of administrative law, involving the strong distinctiveness between public 
and private sector 
 A centralized administrative apparatus and a career civil service 
 A de-concentrated departmental administration under the authority of the prefect 




That is why it is said that Greece belongs to the cluster of Napoleonic States. Yet, 
because of different socio-political and cultural environment, the French model has never 
been properly implemented and the institutions created on the French example have 
never achieved the same efficiency and prestige as they have in France. However, 
nowadays Greece is moving away from the French model. The Greek public sector 
expanded profoundly from 1950 until 1974. In this period, Greece had one of the fastest 
average GDP growth rate in the world. It must be said that the main reasons for this fast 
expansion were state interventions in the economy and state-led development strategy. 
The results of such state policy were the emergence of corporatism, clientelism and 
extensive collaboration of state with powerful private companies. The state started to take 
over new tasks, and consequently the entire public sector augmented. The civil service 
was highly politicized and many appointments were made according to the political 
criteria (Manojlović, 2011, p.341-343). 
The Legal Council of State, established in 1882, also played an important role during 
these times, and is in function until today, with a short interruption of almost ten years. It 
is placed near the minister of Finance and it advises government on legal matters and 
defends the legal interests of the state, in court. It equally assists administrative services 
in their everyday activities by rendering opinions on the handling of various administrative 
cases (Spanou and Dimitri, 2011, p.110). 
Throughout the 1980s Greece had been in the phase of regulating the welfare state 
system by introducing important legislative acts. But before this, Greece since the 
transition to democracy in 1974 has been a quasi-bipartisan political system, centred 
on the alternating in government of New Democracy, on the right of the political 
spectrum, and PASOK on the left of the political spectrum. The electoral system has 
allowed them to rely on strong one-party majorities in Parliament, (through with 
exceptions: in 1989-1990 short-lived coalition governments were formed), which did not 
impede the formation of large cabinets, numbering forty or even fifty ministers and junior 
ministers (Ongaro, 2009, p.205).  
Year 1974 marked the year of Constantine Karamanlis, who was the founder of the 
conservative New Democracy party, in which the aim was to pursue a pragmatic policy of 
gradual change and political moderation to bolster democracy and to promote Greece’s 
chances for accession to the European Community (now EU). Their programme consisted 
out of three basic components:  
 
 The creation of a framework (a solid institutional framework meant to produce a 
two-party system yielding strong governments, and including a new constitution 
that reinforced the executive in order to enable governments to work more 
efficiently) 
 Karamanlis’s project (his goal applies a massive program of nationalizations in the 
Greek economy which both friends and foes dubbed as social mania) 
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 Greece’s Europeanization (firmly believing that membership in the EU is the best 
way for both consolidating democracy and achieving further economic growth). 
 
Opposite to New Democracy, was Andreas Papandreou in PASOK, whose project consisted 
out of the following components: 
 
 The evaluation of the people (rather than citizens, to centre stage at the expense 
of political institutions. In this purpose he promoted a programme of imprudent 
economic expansion based on the manipulation of the state and its resources 
without providing for a stable tax basis able to fund such a policy) 
 The backing towards patronage politics (the state, rather than promoting collective 
national welfare, provided jobs and social benefits to selected individuals, mostly 
PASOK’s supporters) 
 Papandreou’s project (the project was ethnocentric nationalism, which was 
expressed either as a strong belief in the superiority of the Greek nation or as 
antipathy, let alone fear, towards other stronger nations, with the belief of 
Greece’s accession into the EU). 
 
Both of the government’s sides showed unsuccessful results in their programs, mostly 
because since the 1980s the public sector increased in size, where the main problem 
steeped up in the hiring of new employees whose earnings were rising as we have seen 
well above inflation over the decade, which became a major factor in Greece’s increasing 
operational deficit. Also, not surprisingly, productivity remained low throughout the 1980s, 
where also the Greece’s tax base remained small, relative to that of her EU partners, 
which for this the main reason remained in the systematic tax evasion from the part of 
society and inefficiency to collect revenue from the part of the state. One of the solutions 
of this problem were George Papandreou’s plans, who put the Government into the scrap 
of the old contract by dismantling the ancient social welfare system, re-instituting 
meritocracy, and turning the country decisively towards Europe, mainly because of these 
reasons: 
 
 Greece is facing up to a long period of recession which creates and environment 
averse to reformism 
 The new prime minister must go against the old guard in his own party, and 
succeed in curbing their strong populist instincts and “clientelistic” practices 
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 The Greek society was not willing to accept austerity measures, already showing 
discontent and public unrest (Pappas, 2010). 
 
After the re-establishment of democracy in 1974, the social objectives were redefined and 
new policies were introduced aiming at the expansion of social insurance coverage, 
improving the access to social services, balancing regional inequalities and reallocating 
resources towards the needy and the lower income classes. The objective of equity was 
very well expressed in many legislative acts, introduced during the 1980s. However, 
despite the good intentions of the reformist, neither the public administration machinery, 
nor the economic climate was supportive for launching large scale social reforms. The civil 
services were not qualified enough to implement new public management techniques, and 
there has been a low incentive for productive and efficient utilization of public resources. 
The lack of qualified public managers in the civil service contributed to limit absorption of 
the European Structural Funds. Furthermore, in the 1980s, the sluggish economic growth, 
the high rate of inflation, combined with mismanagement led to increasing public deficits 
and economic imbalances, where at the same time the government confronted 
accumulated social demand for health and social reforms (Yfantopoulos, 2007, p.329).  
As mentioned, reforms were introduced also in the establishment of a National Health 
Service System, by the Law Act 1397 in 1983, but these reforms were not 
accompanied by the necessary public management steps in order to ensure an efficient 
implementation of the stated objectives (Yfantopoulos, 2007, p.329).   
Since many years ago human resources policy has been seeking to increase the public 
sector productivity. On the one hand, reforms attempt to provide a framework allowing 
for the best use of the existing personnel and encouraging civil servants to offer their 
talents and skills to serve Greek society - at the same time, the rights and obligations of 
civil servants were reviewed in order to simplify disciplinary procedures and ensure 
conduct standards. On the other hand, there is a widely acknowledged need to reshape a 
rather heavy administrative machine. In 1983 the National Centre of Public 
Administration was founded for the training of civil servants. The Centre is in operation 
since 1985. Pre-entry training is more particularly the mission of the National School of 
Public Administration, meant to produce high level cadres for the civil service. A similar 
National School of Local Government has been created within the Centre in 2003 (in 
operation since 2006), in order to ensure pre-entry training for local Government 
employees (Spanou and Dimitri, 2011, p.112). 
During that time, Greece attempted to modernise its public sector, but in reality, very little 
was done. The main reason for these limited reforms was external, such as the process of 
Europeanization. Some steps were taken in order to reduce corruption and patronage in 
the civil service. Automatic, seniority-based promotions were introduced and salary 
differences between the ranks in the civil service were suppressed. Strong labour unions 
were created at the time, thus augmenting the wages and their share in total public 
69 
 
expenditure. The 1980s was the period when many countries started to apply numerous 
measures promoted by the new administrative doctrine of NPM and started to modernise 
their public administrations. Nevertheless, Greece was a latecomer to this reform process 
(Manojlović, 2011, p.343). 
The 1990s brought a new era of scepticism and rethinking of social objectives. Equity 
was reconsidered by taking into account efficiency, effectiveness, economic growth, and 
public satisfaction with the anticipated reforms. The party politics within the public sector 
were criticized and the launching of several privatization schemes was introduced 
(Yfantopoulos, 2007, p.329). In those years, the first big changes in the Greek public 
sector started to happen. Firstly, liberalisation began in several product markets. The 
liberalization of capital market progressed rapidly. The banking sector was freed from the 
constraints imposed upon commercial banks by the state. All the political parties agreed 
on the need to retrench and restructure the public sector. As a result, state interventions 
in the economy were reduced and the policy of privatisation was launched. Public 
companies were transformed into joint stock companies and they started to do business 
according to the principles of the private sector. In addition, some public-owned non-
profit companies were liquidated (Manojlović, 2011, p.344).  
In 1994, the Athens-Piraeus Unitary Prefecture had been established in order to cover a 
major part of the metropolitan area. The reformers built up the sub-divisions of the 
unitary prefecture, the so-called prefectural departments, which became stronger than 
the unitary prefectural level (Hlepas, 2011, p.63). These prefectures, which had served as 
de-concentrated administrative units of the state for more than one hundred years, 
became second tier units of local self-government with directly elected prefects, where 13 
regions were transformed into new de-concentrated state units. In 1997, first tier local 
units, such as municipalities and communes, were reformed and their number was 
reduced from 5,825 to 1,033 (Manojlović, 2011, p.344). 
To improve the quality of public services, the Greek government introduced in 1998 the 
Quality for Citizens programme which was to introduce the quality methods in the 
entire public sector and the simplification of administrative procedures. Unfortunately, this 
programme came out as ineffective. One the other hand, they tried to quicken and make 
more efficient administrative justice, when in 1999 the Code of Administrative 
Procedure was adopted. This code regulated administrative procedure in terms of time 
limits and deadlines for deciding on citizen’s cases. There was also the obligation of the 
civil servants to explain delays in resolving the citizen’s request. The code also specified 
the procedure for accession to administrative documents, defined the rules governing 
contracts between the private sector and public administration, and established 
requirements on how to access administrative appeal instruments (Manojlović, 2011, 
p.344-345). Because this code didn’t show remarkable results, in 2000, the emergence of 
the importance of administrative reform was acknowledged by the creation of the 
National Council Administrative Reform. This is an advisory body, formulating policy 
proposals and seeking to establish a consensus on administrative policies. Its composition 
included representatives of various professional and interest organizations, experts, public 
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institutions as well as party representatives. It was chaired out by the Minister of Interior, 
Public Administration and Decentralisation (Spanou and Dimitri, 2011, p.110). 
One year later, in 2001, Politeia programme was prepared, which was a national 
operational programme for public administration reform. Main goal here was the 
improvement of the quality of administrative services through the promotion of structural 
reforms concerning the organization, processes and activities of public administration, as 
well as assuring the facilitation of citizen’s participation. This programme was inspired by 
the NPM, where also the creation of one-stop shops, Citizens Service Centres, must be 
mentioned as the main Politeia’s programme. At the same time, the government involved 
e-Government in the Syzeufksis programme, which introduced a technological 
network that would connect public sector groups and thus accelerate the provision of 
services to citizens (Itrona et al., 2009, p.9). 
Because of corruption and ineffectiveness in the public sector, special inspection bodies 
were made, including Administrative and Financial inspectorate and Financial 
Crime Confrontation Body. They have been established in order to increase public 
control on bureaucracy, to combat corruption and to improve transparency, as well as the 
effectiveness of specific public policies. Their work was to undertake regular and ad hoc 
inspections to ensure sound, efficient and transparent administration. And because of 
liberalized markets, which Greece liberalized them since 1990s, the need of new 
regulation emerged, by which the National Commission for Telecommunication 
and Postal service, the Energy regulatory Agency and the Competition 
Commission emerged (Manojlović, 2011, p.346). 
Also in 2001, Greece amended its Constitution, where the important novelty in the 
Constitution mentions regulation and constitutional guarantee of independence for these 
five independent administrative agencies: National Council for Radio and Television, the 
Ombudsman, the data Protection Authority, Confidentiality of Communication Authority 
and the Supreme Council for Civil Personnel Selection. These agencies aren’t part of the 
administrative arm of the state and aren’t subject to supervision of ministers, but they 
have showed successes, where the National Council for Radio and Television has been 
reduced by the actions of the minister, and the Ombudsman had established his office as 
a major player in the accountability of public authorities, by which his annual reports point 
to many defects in Greek public administration (Eleftheriadis, 2005, p.317-334). 
Further on in 2004, the Greek Government signed with the European Commission the 
Greek National Reform Programme, emphasizing the key challenges faced on fiscal 
consolidation, modernization of public administration, enhancing employment, education, 
innovation, and lifelong learning. The report calls upon Greece to ensure reforms in the 
areas of the National Health Sector by introducing an information system allowing 
better quality assessment, cost control and increasing use of public private partnerships. 
In the area of pensions important reforms were expected on early retirement, changing 
the pay as you-go-system by introducing a second pillar, and launching more sustainable 
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measures to confront increasing ageing of the population and adequacy pension benefits 
(Yfantopoulos, 2007, p.329-330). 
Financial management was not an area of major reforms in Greece until 2004, when 
Law 3220 introduced forms of management by objectives and performance measurement 
and provided for the creation of quality and efficiency units in central and regional 
administration. In this aspect in 2006, the ministry responsible for public administration 
issued a series of circulars guiding and encouraging ministries to develop indicators 
appropriate to their tasks (Ongaro, 2009, p.205). 
Greece was always considered as a problem, and the major one occurred in 2010 when 
Greece was facing a breakdown in finances with a budget deficit of 13.6%. In order to 
save Greece, €110 billion was granted by the EU and IMF. To return this loan Greece had 
to cut civil servant allowances, freeze recruitment in 2010 and recruit only one for every 
five civil servants retiring thereafter. It also had to rise the retirement’s age, increase 
some taxes, like VAT and combat tax evasion. Greece is also dealing with the changes of 
administrative division, mainly with the reduction of the number of municipalities from 
1,034 to 325, the elimination of prefectures, the transformation of regions into new local 
self-government units and the creation of directorates general as new de-concentrated 
state units. Until 2013, Greece should reduce administrative burdens by 25%, 
which is currently the problem they are dealing with as part of others reforms described 
in the Hellenic National reform programme for 2011 till 2014 (Manojlović, 2011, 
p.347-348). 
 
6.1.2 THE HELLENIC NATIONAL REFORM PROGRAMME 2011-2014 
 
The NRP represents the efforts of the government to implement a new growth model, on 
the basis of which the Greek economy will be able to achieve sustainable and balanced 
growth. Basic problems incurred in the 2008 and 2009, when international economic crisis 
exposed the long-standing structural weaknesses and enhanced the fiscal and external 
imbalances of the Greek economy, mainly materializing through the persistence of 
substantial twin deficits. These deficits of macroeconomic problems are, to a large extent, 
the result of: 
 
 Loss of competitiveness (because of the inflation differentials with euro area 
countries, Greece resulted in a continuous loss of competitiveness, where the 
accounting factors for differentials included: the higher growth of unit labour 
costs, inefficient markets, relatively low productivity growth and a limited response 
of domestic supply to rapidly growing demand) 
 Inefficient public sector (affecting the business environment through red-tape and 
higher administrative burden. Red-tape in this case means a regulation of formal 
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rules that are considered redundant or bureaucratic which hinders or prevents 
action or decision-making) 
 Inefficient tax and fiscal management mechanisms (the existence of these two, 
with the former resulting in extensive tax evasion and the latter causing 
insufficient control over primary expenditure). 
 
The macroeconomic imbalances of the Greek economy are to a great extent attributed to 
misallocation of resources between the public and the private sector between 
consumption and investment, between tradable and non-tradable, and even among 
different sectors of production. The reasons of this misallocation are embedded in the size 
of the public sector, the regulations, restrictions and monopolistic practices of the 
economy, the prolonged period of low financing costs and easy borrowing, tax evasion 
and corruption (Hellenic Republic Ministry of Finance, 2011, p.2-10). 
According to these problems, several programmes were introduced to make Greece more 
successful: 
 
 Financial Stability Fund in 2010 (this is a €10 billion fund, where the primary 
function is to maintain the stability of the Greek banking system by providing 
equity capital in the case of a significant decline in banks capital ratios, which it 
serves as a safety net to Greek credit institutions and allowing them to continue 
financing the Greek economy. The fund is treated legally as a private entity in 
order to enjoy administrative and financial independence, but it has a limited 
lifespan of seven years in order to address the extraordinary circumstances of the 
economic crisis) (Hellenic Republic Ministry of Finance, 2011, p.9) 
 The Economic Adjustment Programme 2010-2013 (supported by official 
financing for a total amount of €110 billion, where it is funded by bilateral loans 
from Euro area Member States to the amount of €80 billion and by IMF loans of € 
30 billion, which deals with problems through an economic policy mix based on 
fiscal consolidation and structural reforms. According to these, several reforms are 
oriented on the market aimed at: 
 
o Improving the business environment in order to facilitate private 
investment and productivity growth 




o Opening up product and services markets, enhancing competition, in order 
to create more investment opportunities and secure lower prices for 
consumers 
o Ensuring conditions for sustainable employment growth. 
 
As a result of the implementation of this model, macroeconomic prospects are 
expected to improve in the medium term, enhanced by the aforementioned factors 
like improved fiscal performance, structural reforms and more competitive product 
and labour markets) (Hellenic Republic Ministry of Finance, 2011, p.10)  
 The Medium Term Fiscal Strategy 2012-2015 (aims at reverting the 
unsustainable public debt dynamics and at enhancing the long term growth 
potential of the economy, mitigating the impact on debt developments of the 
autonomous movements in expenditure and revenue due to high debt servicing 
costs, ageing costs, increases in social transfers and unemployment benefits. Its 
policy targets are: 
 
o Fiscal adjustment effort, in order to reduce the general government deficit 
below 3.0% of GDP by 2014 
o Economic growth and competitiveness, in order to increase the nominal 
GDP by more than 3.0% in 2014. The programme’s aim is an average long 
term nominal GDP growth rate of more than 5.0% 
o Privatization and real estate development programme, which will 
significantly contribute to public debt reduction and will strengthen 
economic growth prospects 
o Social protection in order to ensure that fiscal consolidation and economic 
growth is sustainable and in line with social justice. 
 
The cumulative fiscal adjustment effort over the 2012-2015 period amounts to 
about €23 billion in order to meet the medium term fiscal target which is a general 
government deficit less than 3.0% of GDP in 2014, and 1.0% of GDP in 2015, 
where the fiscal consolidation strategy targets a more pronounced reduction in 
general Government expenditure by almost 2/3 of the total fiscal effort, as well as 
an increase in general government revenue amounting 1/3 of the total fiscal 
effortg in order to ensure a gradual convergence of public expenditures and 




Picture 9: General government deficit 
Source: Hellenic Republic Ministry of Finance (2011, p.10) 
 
6.1.2.1 Debt level and long-term sustainability of public finances 
 
To implement the agreed frontloaded fiscal consolidation and thereafter to sustain a large 
primary surplus to reduce debt level and to improve long-term sustainability of public 
finances, Greece introduced the following programmes/reforms: 
 
 Fiscal Adjustment Programme (challenge is to ensure a swift reduction of its 
deficit and stabilise its debt dynamics in line with the EU and the IMF 
recommendations, while improving the management of its public finances in order 
to deliver pro-growth and cost effective services for businesses and citizens. Fiscal 
adjustment is achieved through a combination of measures drawing on both the 
expenditure and the revenue side. On the revenue side following measures were 
implemented as: 
 
o Increases in VAT rates in taxes on luxury goods and in excise taxes on fuel, 
tobacco and alcohol 
o Introduction of a unified progressive tax scale and elimination of special 
taxation rules 
o Imposition of a special levy on high value real estates 
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o The creation of a Single Payment Authority of wages in the public sector 
o Imposition of temporary crisis levies on highly profitable firms 
o Phasing in a green tax on CO2 emissions. 
 
While on the expenditure side: 
 
o Wage cuts in the public sector incurred by reducing the Easter, summer 
and Christmas bonuses and allowances paid to civil servants, the Easter, 
summer and Christmas bonuses paid to pensioners (while protecting those 
receiving lower pensions) 
o Dealing with suspension of recruitment in 2010 (with some exceptions for 
education, health and security) 
o The Application of the rule for 1 person recruited for every 5 retired for 
2011, without sectorial exceptions, emerged) 
 Pension reform (aims that will provide adequate pensions for future generations, 
which drastically reduces long term implicit debt liabilities; if not, Greece’s public 
pensions expenditure, which today is around 12.4% of GDP, will rise to a 
Eurozone record high of over 24% of GDP in 2060. Basic elements of this reform 
are: 
 
o It aims to reduce the projected increase in public spending on pensions 
over the period 2010 to 2060 to 2.5% of GDP 
o Pensionable earnings are from now on calculated on a lifetime basis 
o The years of work that are required for a full pension have increased to 40. 
A statutory retirement age at 65 years of age indexed to changes in life 
expectancy, will be established for both men and women 
o Social security benefits will be indexed on a yearly review basis to the 
percentage change of the consumer price index and the GDP 
o Pensions are not exceeding the amount of more than €1,400 
o Important administrative measures to fight contributions evasion are put 
into place, such as the development of control systems combating social 
insurance contribution evasion, the implementation of a single control 
system of pension payment and the implementation of a monitoring 
system for forced collection of social contributions 
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o Creating a sustainable public sector pension system, which currently makes 
up more than 10% of budget expenditures 
o Bringing Greece’s pension system of civil servants into line with that of the 
private sector pension system 
o Introducing a unified statutory retirement age of 65 for both male and 
female public sector employees by December 2013, thus bringing Greece 
into line with the binding decision of the European Union Court of Justice 
and raising considerably the effective retirement age in the public sector) 
 Healthcare reform (aims to enhance its efficiency and to achieve substantial 
cost savings, where the first step has been already undertaken in this direction 
and it includes measures to enhance the monitoring mechanism of health 
expenses in direction to control concerning procurement of health supplies and 
drug tenders. One equally important action also concerns the establishment of 
new systems for the management and pricing of pharmaceuticals that favour 
higher use of generic medicines, including an integrated system of electronic 
monitoring of doctors’ prescriptions, called the e-prescription. E-prescription will 
integrate the diagnostic tests referral platform currently used by the Office of 
Policy Analysis and Development, with the aim to extend it across all healthcare 
provision organizations. Another major milestone of the new healthcare reform is 
the bill, which consists in pooling all healthcare funds in order to ensure that a 
uniform/coherent system of healthcare provision is vigorously pursued. Here the 
profit margin of pharmacies on retail prices and that of wholesale companies 
distributing pharmaceuticals are expected to drop down. A €5 admission fee for 
regular outpatient services (increased from €3) across all outpatient clinics of 
public hospitals has been enforced, and an extension of the all-day operation of 
hospitals (afternoon shift) has already been put in place in order to develop and 
improve healthcare services and to increase hospital revenues, including with 
increased co-payments of outpatient and diagnostic services. This measure is 
already in effect in 63 hospitals and will soon be expanded in the remaining ones, 
pending some formalities. The completion of the programme of hospital 
computerization, upgrading of hospital budgeting systems, reforming of 
management, accounting (including double-entry accrual accounting) and 
financing systems also emerged, called as the Enterprise Resource Planning, 
Laboratory Information System and Radiology Information system, by which all 
hospitals were computerized till end of 2011) 
 Single Payment Authority (aims at improving the efficiency of the Greek public 
sector and allowing for a much tighter control of payroll expenditures, making 
systematic monitoring and analysis of payroll statistics, and greatly simplifying the 
current public sector payment and remuneration system. It has activated a safety 
net in order to prevent double payment through tax offices) 
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 State-Owned Enterprises (it aims to fight waste and mismanagement in state-
owned companies, where the following changes brought: 
 
o Cuts of primary remuneration in public enterprises by at least 10% at 
company level 
o Limits secondary remuneration to 10% of primary remuneration at 
company level 
o Establishment of a ceiling for gross earnings of €4,000 per month (12 
payments per year) 
o Increases in urban transport tariffs by 30% 
o Establishment actions to reduce operating expenditure in public companies 
from 15% to 25%, according to the specific needs of enterprises. 
 
By these measures annual fiscal savings are expected to yield at least €800 
million) 
 The Kallikrates programme (it aims for the restructuring of local public 
administration which was adopted in May 2010 and lays down a number of 
measures for ensuring a strengthened role of local governments while 
guaranteeing their financial independence and fiscal discipline. Its goal is to save 
€1,500 million by the end of 2012 which correspond to 4.5% of total revenues of 
local governments, which were reduced from 910 municipalities and 104 
communities to 325 municipalities. The expected savings come mainly from the 
expenditure side as a consequence of the effective and efficient management of 
the new administrative structure) 
 Wide-ranging privatization programme (it is spanning the state’s holdings in 
rail, road transport, airports, ports, utilities, the gaming industry, and public real 
estate development. Its target proceeds of €50 billion within the period 2011 to 
2015. The programme leverages private investment to restructure the economy, 
to foster economic growth, to contribute to fiscal consolidation and to raise the 
overall quality of life) 
 State Asset Management and Privatisation Plan 2011-2015 (State asset 
plan focuses on the period 2011-2015, with a view to generate revenues of €15 
billion until 2013 and €50 billion in total until 2015, where the derived nominal 
revenues are going to be devoted exclusively to the reduction of public debt. It 
provides the basis for the restructuring of both enterprises and sectors of the 
economy, as well as the opening of the markets and leading to institutional and 
operational redesign of the State asset management. While, the privatisation 
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program for the period 2011-2013 includes transactions regarding human resource 
interests in a number of key sectors such as banking, energy, gaming, telecoms, 
ports, airports, motorways, railways, mining, water and waste management, 
defence industries and real estate, by which the government’s policy considers 
three levels of state ownership: 
 
o Full privatisation 
o Minority shareholding of less than 34% in conjunction with shareholder 
agreements 
o Shareholding above 34% in a limited number of cases (Hellenic Republic 
Ministry of Finance, 2011, p.14-22). 
 
6.1.2.2 Control, quality, efficiency and effectiveness 
 
To strengthen the efficiency and effectiveness of the public administration, to achieve a 
better control of public finances and to improve the quality of public finances, Greece 
introduced the following programmes/reforms: 
 
 The Greek Statistical System (is introducing a coherent framework of rules and 
institutions, harmonizing the code of practice of the national system with respect 
to the European Statistical System, to address all remaining issues of capacity, 
effectiveness and confidence in Greek methodological practices, to bring the Greek 
statistical system in line with the EU requirements) 
 Development in the area of public finance (consists of three 
programmes/reforms: 
 
o The new Fiscal Framework, which is new framework for drawing up, 
executing and monitoring the government budget by putting in place 
expenditure caps for central and general government spending, setting 
transparency standards and making information on government spending 
public. It has been issued on January 1, 2011, where the 2011 budget was 
the first budget drafted and executed by the principle of fiscal 
management at the level of general government 
o The General Accounting Office, which is responsible for monitoring the 
budget execution of entities of the general government, and it is tasked 
with the drafting and updating of the medium-term budgetary strategy and 
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the quarterly and semi-annual report on the execution of the annual 
budgets of general government entities 
o A Budget Office, which aims to provide independent advice and expert 
scrutiny on fiscal issues, and report publicly on the budgetary plans and 
execution of spending entities of the general government, and on 
macroeconomic assumptions used in the budget) 
 The new Fiscal Management System 2011-2013 (aims to provide the 
necessary resources to the General Accounting Office in order to ensure that it can 
fulfil its new tasks and responsibilities envisaged by the new fiscal framework, 
which has been signed between the General Accounting Office and the 
Information Society, to achieve these following three steps: 
 
o Action planning and implementation of the reform (based mainly on 
auditing to develop cost models, to register assets and to update their 
audit models) 
o Structures and Functions (to reorganise the structure of Ministry of Finance 
organisation and their Information Systems) 
o Support operations (which consist of training of personnel, technical 
support to entities on programme budgeting and Dissemination of results-
diffusion-communication) 
 The Ministry’s integrated information system (aims to monitor and to report 
the public enterprises, where all public enterprises and entities are obliged to send 
financial information to the Special Secretariat of Public Enterprises and Entities, to 
all public enterprises that were formerly excluded and also to legal entities 
classified under general government) 
 The public wage bill (to improve the quality of public finances, this reform aims 
at simplifying public sector remuneration schemes and reducing excess 
employment in the public sector by cost efficient means. It is based on the 
establishment of a simplified remuneration system covering basic wages and 
allowances that will apply to all public sector employees, where they focus on 
attrition, tighter policies for contract workers, and vacant job post cancellations. 
government has in 2011 prepared a report on the structure and levels of 
remuneration and employment in the public sector, which unveiled a complex 
system of wages and benefits, and significant misallocation of human resources 
and has presented a detailed action plan with a timeline to complete and 
implement the simplified remuneration system) 
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 Raising the effectiveness of the tax administration (a new framework was 
designed and implemented in order to facilitate and enhance tax control in 2010, 
which aims on: 
 
o Exchange of information and enhancing mutual administrative assistance 
o Activating the procedure, by which businesses are forced to cease 
operation in cases of persistent non issuance of receipts 
o Receiving the data from other countries in the context of tax information 
exchange agreements, are now included in the cross-checking programme 
o The General Secretariat of Information Systems, which conducts cross-
checking based on risk criteria, has been granted access to all levels of 
government data of financial interest, including a complete registry of 
individual’s property) 
 Cl@rity programme (aims on improving transparency and accountability in 
public spending, where the main goal is to bring the maximum publicity of the 
government policy and administrative action by introducing for the first time in 
Greece the obligation to publish all the decisions on the internet, with the 
exception of decisions that contain sensitive personal data and/or information on 
national security. According to this, since October 1 2010, all Ministries are obliged 
to upload their decisions on the internet) (Hellenic Republic Ministry of Finance, 
2011, p.22-26). 
 
To ensure a well-functioning and stable financial sector, including the safeguarding of 
bank’s balance sheets, Greece introduced the Financial Stability Fund in 2010, 




To ensure wage and price adjustments to regain and sustain competitiveness through 
wage moderation and productivity and competition enhancing reforms, Greece introduced 
the following framework where competitiveness is supported by tackling the rigidities in 
the product and labour markets and promoting innovation. Appropriate wage adjustment 
was here expected that it would be facilitated through changes to the wage bargaining 
system and the introduction of minimum entry level wages for groups at risk, such as the 
young and long term unemployed. There has been a reduction in pay rates for overtime 
work and flexibility has been enhanced through the greater use of temporary contracts 
and part-time work. According to these, several rules have been implemented: 
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o In case the employer finds employer in financial difficulties, there is an 
agreement between him and the employee, which embarks on internal 
negotiations with employees on wages, working patterns, and other non-
pecuniary employment aspects 
o Key elements in the mediation and arbitration system in Greece were 
implemented in order to ensure that all parties have a symmetric access to 
the system and that all decisions are transparent and free from political 
interference 
o An extension of the probation period for new jobs to one year was 
introduced. This gives the employer the chance to better evaluate the 
capabilities and performance of the employee, significantly reducing the 
adverse selection danger involved in employment decisions and 
consequently contributing to the creation of more vacancies 
o The social partners have also concluded a collective bargaining agreement 
with a 3-year horizon, which had foreseen a wage freeze for 2010 and an 
average annual wage increase below 1% per year over the 2010-2012 
period 
o Labour reforms were implemented which concern fixed term contracts, 
rules on working time arrangements and the restructuring of the labour 
inspectorate, where main elements are the enhancement of its counselling 
role, the recruitment of qualified staff, and the setting of quantitative 
targets regarding the inspections (Hellenic Republic Ministry of Finance, 
2011, p.27-28). 
 
6.1.2.5 Participation and tax administration 
 
To reduce the size of the informal economy by facilitating the full participation of all 
groups in the formal labour markets and to improve tax administration, Greece introduced 
the following new law which aims to combat tax evasion and tax avoidance, to reorganize 
audit and enforcement mechanism and to improve the tax framework. This included an 
Operational Programme against tax evasion and an Attorney for Economic Crime which 
made changes in the institutional framework in order for a swift and effective sentence 
for criminal offences of fraud to ensure tax compliance where they implemented the: 
 
o Criminal prosecution for withholding VAT, above a certain amount, on the 
basis of misappropriation of funds entitled by the government 
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o Criminal prosecution for unpaid and overdue taxes due to the state, if the 
delay in payment exceeds a reasonable time of tolerance 
o Suspension of sentence in court is not permitted for major fraud crimes 
before taxes due are paid up 
o Temporary detention to be possible for tax-related crimes if there is 
evidence that the crime may be repeated.  
 
According to these changes, there has been a re-establishment and reinforcement with 
powers to issue tax fines on the spot in The Financial and Economic Crimes Unit, meaning 
that during 2010 the effectiveness of the auditing and control mechanism has significantly 
improved compared to 2009. Also, a special administrative structure with a lifespan of no 
more than 24 months has been set up in order to implement an intensive anti-tax evasion 
plan, by which they achieved the: 
 
o Implementation of the new tax law 
o Implementation of an intensive debts collection programme 
o Secure of greater control over the top 1,000 tax-payers 
o Tackle evasion over high wealth and self-employed individuals 
o Introduction of a systematic approach to tax-filing enforcement (Hellenic 
Republic Ministry of Finance, 2011, p.28-30). 
 
6.1.2.6 The educational system 
 
To overhaul the educational system to improve the quality of the country’s human capital, 
Greece’s educational and training system aims to improve performance and to promote 
accountability with these two following reforms/programmes: 
 
 The Ministry of Education Lifelong Learning and Religious Affairs (it 
emerges for school units in the primary and secondary level of education, which 
aims at upgrading the quality of the education provided, ensuring the optimal 
development of infrastructures in order to allow the application of innovative 
teaching methods and facilitating the work of teachers and the provision of quality 
education services. It is part of the Kallikratis programme in education, which is 
taking into consideration the real needs of each region, the geographical features, 
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the availability of infrastructures and the operational expenses of the schools. The 
main expectations here are to achieve the better use of available resources, to 
upgrade the use of existing infrastructure and human capital resources and thus 
promoting the quality of the education provided) 
 Public education reform (the government has established at the end of 
February 2011 an independent taskforce of education policy of experts whose task 
was to produce by the end of June 2011 proposals for the public education 
reform, including higher education. The purpose here is to improve efficiency in 
the education sector, where the taskforce will benchmark international best 
practices relevant for Greece. It also consists of measures to increase the quality 
and effectiveness of the education system and fighting waste) 
Basic educational target is to achieve the share of early school leavers under 10% and at 
least 32% of the younger generation, who should have a tertiary degree, both by 2020. 
Regarding this 10% drop-out, it was first seen in 2000 in a percentage of 18.2% which 
has eight years later dropped down to 14.8%. By 2020, the goal is to reduce it to 9.7%. 
Drop-out for 10% was already implemented by The New School policy with the 
following actions, such as: 
 
o Developing new and flexible curriculum for compulsory education, from 
ages 4 to 15 years old 
o Teaching modules for the last two grades of the elementary school; 
gymnasium and high school are being streamlined and reduced in order to 
enhance students’ academic performance and make school more student-
friendly 
o Implementation of school evaluations, where all primary and secondary 
level school units will be evaluated according to their educational work 
o The certificate of pedagogical training for teachers has been established, as 
well as the evaluation of teachers 
o Teachers of all disciplines will participate by December 2013 in the 
integrated training programme for the New School. It is estimated that the 
number of those who will be trained will be approximately 150,000 teachers 
o Special programmes for migrant children are being developed 
o The New School is being supported by the implementation of the digital 
school strategy through an educational platform comprised of digital contents 
for the training of teacher. The digital school is in the pilot phase in 800 




For the 32% drop-out of the younger generation having a tertiary degree, they introduced 
the following: 
 
 The modernization of the admission system of the students in higher 
education institutions was planned, aiming at the objective evaluation of the 
candidates and the best rational allocation into the different departments, as well 
as the facilitation of the timely completion of their studies 
 There are no specific requirements of minimum scores attained at the cross 
country admission examinations for the entrance into higher education aiming to 
fully cover all the available posts in Universities and Technical Institutions 
 Development of digitalized textbooks for helping students to succeed in the 
cross country admission examinations into tertiary level education 
 Through the new electronic system www.eudoxus.gr each student can directly 
select and order textbooks, and gain access to 11,500 free electronic books and 
teachers’ notes that have been posted in the system 
 Restructuring of the teaching and the research grid of the country, based on 
academic, social and economic criteria, was implemented 
 An international Advisory Council has been constituted for the modernization 
of Higher Education. It is made up of Deans and Presidents of some of the well-
known Universities of the world in Europe, America, Australia and Asia as well as 
former Ministers of Education who have achieved successful reforms in their 
country. The aim is to propose specific policies and measures which will form the 
basis of an action plan to upgrade the quality of Higher Education in Greece 
(Hellenic Republic Ministry of Finance, 2011, p.30; 45-48). 
 
6.1.2.7 The business environment 
 
To improve the business environment, including enhancing competition in services and 
regulated professions, Greece has adopted an Action Plan. It aims for reducing 
administrative burdens faced by businesses, particularly small and medium enterprises, 
recognizing the important role of businesses for the recovery of the Greek economy and 
for stimulating economic growth and job creation. Greece has implemented in this area: 
 
 The fast track system (aims to provide a stable, transparent framework to 
investors, cutting through red-tape and creating a business friendly environment) 
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 The new investment law (aims to promote growth by introducing investment 
aid schemes, such as improving technological development, regional cohesion, 
entrepreneurship and the competitiveness of enterprises, to promote the green 
economy, efficient use of existing infrastructures and the deployment of human 
resources. Aid emerged in tax relief, grant and leasing subsidy, where special 
investment plans were divided into the following categories, such as youth 
entrepreneurship, large investment plans (at least €50 million), integrated multi-
annual investment plans, and partnerships and networking) 
 The Hellenic Competition Committee (this is expected to enhance 
effectiveness and increase independence by unifying  and codifying existing 
competition law legislation, updating the main competition law principles, 
introducing transparency measures specific penalties to transgressors and new 
deadlines) 
 Liberalisation of transport sector Law (aims to guarantee a high level of 
quality and adequate consumer protection, which liberalised all professions, 
including pharmacists, notaries, lawyers, architects and auditors, through the 
elimination of restrictions, such as minimum compensation, entry requirements, 
geographical restrictions, compulsory use and other restrictions. By default all 
restrictions were removed. However, the law gives the possibility, within 4 
months of its publication in the official gazette of the Hellenic republic, to issue 
presidential decrees for the maintenance of specific restrictions for some 
professions when required in order to safeguard the public interest) 
 Simplifying and accelerating the licensing process (aims to simplify the 
legal framework governing licensing and procedures associated with the operation 
of the business, where the volume of certifying documents and authorizations 
required are redefined to shorten the lengthy procedures and to reduce the time 
needed for completion. For example, in technical professions they reduced the 
number of licenses specified in the law in order to efficiently meet the current 
needs of the economy; for industrial activities, they improved transparency and 
exchange of information by providing all relative legislation and documentation 
required for licensing on the internet) 
 The Business Friendly Action Plan (this plan is the result of a joint effort by 
several ministries to identify remaining major obstacles to entrepreneurship and 
structural competitiveness, and put forward concerted actions for their removal 
and thus contribute to creating conditions for a more business friendly Greece. 
The basic idea was to cover the whole spectrum of activities (business-life-cycle) 
from the setup of a business to its winding up/liquidation, and trying to identify 
obstacles confronted at different stages in an integrated approach) 
 The e-Commerce General Registry (has been redesigned in order to comply 
with the approach of a one stop shop. The function of one stop shops for the 
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establishment of personal and capital companies provided acts decisively towards 
reducing the administrative burden faced by businesses) 
 Promoting exports (to focus on boosting the economy, to support young 
entrepreneurship and innovation, to improve the business environment, to 
promote internal market competition and strengthen exports, Greece promoted 
exports, with a goal of minimizing or eliminating the trade deficit by 2014, and 
boosting exports to represent 10% of GDP by 2012 and 16% of GDP by 2014. 
The main elements here are: 
 
o The adoption of a national brand 
o National Export Council, by which it will serve a key role in the 
development of the national strategy for growth through exports, foreign 
direct investments, innovation, and the strengthening of small and 
medium enterprises 
o G2M, as a new financial tool, including a state capital of about €70 million, 
is a programme to support the competitiveness of enterprises. It is 
already operational 
o The setting up of an information network throughout Greece by utilizing 
the exporter’s association’s national reach, the local chambers of 
commerce and the local authorities. 
 
The aim is to remove procedural burdens on promoting exports, where it provides the 
modernization of the requirements for the external trade, the codification of all existing 
legislation on exports and the elimination of bureaucratic burden and speeding up 










6.2 THE REPUBLIC OF SLOVENIA 
 
6.2.1 SLOVENIAN CLAIMS OF NPM 
 
Public administration is an important social subsystem which deals with two main 
functions: 
 
 Professionally deals in the preparation of public policies 
 Directly deals with the acceptance of the public policy, such as laws or statutory 
instruments. 
 
Good governance’s quality is the one which is important to describe when we want to 
determine professionalism and efficiency of public administration. It depends on the 
quality of public policies and their implementations, by which the quality of well-being of 
their citizens and the market concurrences is provided. Through these we can describe 
how much the need for reforms of public administration for society and the country is 
important. With implementation of public administration the government improves their 
work in any kind of way, by which, according to Kovač and Virant, we can say that 
reforms of public administration are the biggest projects of Slovenia. The term 
administration reforms or reforms of public administration emerged at the end of the 
1980s, where the need to decrease the public expenditure in GDP, and the importance of 
civil servants and citizens were determined. The other reasons that emerged in Slovenia 
were also globalisation, privatisation and deregulation of businesses, public companies 
and public sector, the innovation in ICT, reorganisation from socialistic to post capitalistic 
arrangements and other political and ideological reasons. Owing to that the new paradigm 
for reorganisation of public administration emerged, known as the NPM. It is the case of 
adaptation’s realisation of the external influences, by which the public sector has to adopt 
to improve their functioning. That is why the reforming is basically described as 
modernisation which means the improvement of processes, where the full political 
management support is needed (Kovač and Virant, 2011, p.30-32).  
The reorganisation of the public sector is the paradigm of the NPM, and according to 
Pevcin, it is the conversion of a traditional bureaucratic state apparatus leading to the 
new public management, where the public sector reaches to the private one, and where 
the free functioning of managers incurred. During the first years of NPM, the focus was 
on the economy and efficiency, while further on it moved to strategic, financial and staff 
management with concurrence, and reorganisation with the aim of efficiency and quality. 
In practice, the basic problems of NPM’s implementation were shown in less developed 
and post socialistic countries. These problems were essentially shown in the 
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implementation of the management and business methods of the public sector, which 
were mostly turned down (Pevcin, 2011, p.52-66). 
The basic meaning of NPM, according to Setnikar-Cankar, describes ways to reorganise 
public sector’s concurrence and effectiveness, while using the sources and the provision 
of services. On the other hand it also describes the economic functions of the country to 
provide public services to their citizens and shows relationship between the country and 
its people. According to Pečar, the concept of NPM describes three basic elements: 
 
 Competitiveness  (separation of strategic and executive functions, the notice of 
open competitions, contracts, control, financing based on a number of users, free 
choice) 
 Reconnection (corporation, declining the privatised industries, measuring the 
effectiveness, standards of performances, de-professionalization) 
 Promotion of greater productivity (changes of legitimisation, involvement of capital 
market, innovation in technology, the variable portion of the salary). 
 
When we describe the functioning of the public sector’s NPM, we have to also include 
functioning elements of the private sector, which according to Žurga, they relate to: 
economy and economic business, methodology of functioning and managing, the business 
way of thinking and functioning, relation to the citizens and employees, organisation, 
determining the responsibilities of results, increasing the autonomy of the organisation 
and individual, all in the public interest and in accordance to applicable laws (Ferfila et al., 
2007, p.130). 
 
6.2.2 THE NEED TO REORGANISE 
 
There are several reasons why the need for a change to reorganise the public sector 
emerged: 
 
 Since the 1991 we could not manage to consolidate the public sector nor in the 
area of social activities nor for material infrastructure (includes unclear status legal 
definition of public institutions, the existence of private institutions and boundaries 
between the public and private sectors) 
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 The criticality of the situation increased the awareness of the problems (this is the 
precondition change, where the crisis makes more centralistic decision-making in 
finding the solution of the problem) 
 Public sector’s enterprise revolution (here the crisis deals with leadership, and its 
continuity, the right infrastructure of civil society and trusting of the visions and 
goals) 
 Increase in public expenses (because the percentage in GDP increased, the 
solution was to decline the size of the public sector) 
 The reform of the wage system in the public sector (there are two reasons that 
had incurred: 
 
o Appropriate common regulated wage system (used for officers and civil 
servants, which had resolved the problems of wage disparities and system 
transparency to the solution of wage system’s scalability in the connection 
to savings and equality) 
o Flexible wage system (used for the management of staff resources to work 
more effectively, which was mainly shown in the effectiveness of work and 
their progress into the higher position of their job) (Ferfila et al., 2007, 
p.422-423). 
 
The problems Slovenia has when implementing its reforms is that we do not work 
unilaterally, especially when dealing with laws. Most of the time we write down the law or 
a reform, with which we expect that the organisational and informatics systems will work 
by themselves. Till now practice showed results that the meaning of this law - his content 
system was shown in the aspect of informatics system of the complex process, not 
before. To reorganise our public administration reforms we don’t deal with laws only, for 
these are only one part of a complex system. The reorganisation ends with a written law, 
but this law has to be effectively implemented, where all the mistakes, opinions and 
changes have to be written down. Administration isn’t just the collection of laws, 
constitutions, rules, papers and archives. It also includes people who are dealing with 
processes to live and work better. The mistakes done today can have a long-term 
consequence. That is why the political consensus and support of the leading people are 
needed for the renovation of Slovenian administration. The question here is how much 
should the government be included in the work of managers and how much will this 
affect them (Colnar, 2006, p.43-44). The involvement of the government is called the 
interventionism which concerns questions about how much the government is involved in 
the work of private institutions or in the work of managers, who are trying to improve 
their work done in the public sector. Without the involvement of the government some of 
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the plans cannot be achieved (financing the projects), while on the other hand, oversized 
involvement can limit the work done (excessive control over the projects).  
When we talk about Slovenian reform of the public sector in connection to involvement of 
our country in the EU, we have to point out the problem that we see ourselves as good 
behavioural students of the EU, who will complete the work needed to implement the 
functioning and other methods of modernisations, directly according to the EU aspects. 
We don’t feel confident enough to implement our own reforms. Still, we would be able to 
manage to reorganise our public sector’s work, even if we were not in the EU, but we 
must mention the help of the EU, which gave positive acceleration (Ferfila et al., 2007, 
p.134). 
 
6.2.3 THE GOALS OF REFORMS 
 
The main goals of reforms of the public sector are effectiveness, savings and fairness. 
Slovenia is a young country and because of the global trends we have to determine the 
following goals: 
 
 To increase the supportive effectiveness in the set of legal order of already 
existing administrative systems 
 To develop new administration institutions, which will bring supportive changes in 
the political and legal systems, by which without them the functioning of a country 
would not be possible 
 To include Slovenia into the wider international integrations 
 To include the new methods and techniques of work (decentralisation, 
privatisation, outsourcing, economy, effectiveness, efficiency, equity, total quality 
management) 
 To connect the private and public sector, where the bureaucratic managing 
transfers to business management (Ferfila et al., 2007, p.136-137) 
 To adjust the wage system and the management of the remuneration policy on its 
basis (Ferfila et al., 2007, p.427) 
 To introduce the new paradigm of functioning of the public sector in connection to 
the customer and managers (Pinterič et al., 2008, p.46) 
 To measure the quality of the public sector by TQM model, ISO standards, the 
3E’s, CAF and the public choice theory (Pinterič et al., 2008, p.47) 
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 To introduce the Model of improving the efficiency and quality of the state 
administration (Žurga, 2001, p.31) and the EFQM model for the business 
excellence (Pinterič et al., 2008, p.36). 
 
6.2.4 CHRONICALLY DESCRIBED REFORMS  
 
During the first years of Slovenian independency the need to change administration 
structures emerged, which corresponded to functions as an independent country. The 
Slovenian public administration needed to adopt the functions of federal administration, to 
establish new institutions or re-develop the existing ones. We divide three periods of 
modernisation: 
 
 The revolution (1990-1994) 
 Transition (1995-1997) 
 Joining Slovenia to the EU (after 1997). 
 
These three periods of time are further on divided into: 
 
 Independence of the country, the reform of the local self-government and 
construction of administrative structures (1991-1996) 
 The reforms in connection to join Slovenia to the EU - in particular, legislative 
reforms and the construction of the administrative capacity of sectors, based on 
the strategic principals of the NPM (1996-2004) 
 The process of instant modernisation (1991-) 
 The reorganisation of public administration reforms and functioning according to 
the changes of nowadays financial crisis (2008-2012) (Kovač and Virant, 2011, 
p.33; 37). 
 
6.2.5 REFORMS DIVIDED INTO AREAS 
 
Slovenian reforms are based upon improving the existing ones. They are related to areas 
of management, relationship to citizens, money spent, innovation in technology, internet, 
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and improvement of work by performance indicators. There are several aspects of 
reforms which deal with a certain area of improving the reorganizational structure: 
 
6.2.5.1 The model of improving the efficiency and quality of the state 
administration  
 
This model’s aim is to regulate the scope of the state administration and to limit the 
public expenses provided for their work and for the development of the entire system. 
The problems were shown in: increased governmental sector, which the national 
economy can’t afford, and has led to fiscal pressures; the excessive governmental 
spending as an unsuccessful result of bad quality service, because of which the 
accounting system emerged, and the development of the state administration, which 
means offering the market new products and services, solutions for customer’s complaints 
and involvement of the new technology and new organisations (Žurga, 2001, p.31-33). In 
this area we include: 
 
 Quality in the state administration - 1996 (since 1996 organisations have 
been dealing with quality, to improve their management with the help of 
standards and models of quality. ISO 9001:2000 is the main standard which 
organisations use and has been developed in 25 Slovenian bodies since 2003, 
while CAF, the model of EFQM has been in use since 2002 (Kovač and Virant, 
2011, p.41). The aim was to achieve the aspects of the state administration, to 
be effective, friendly to its customer, identifiable and accountable. With the ISO 
9001:2000 standard, the administrative units tried to achieve the following: 
 
o To review and optimize the processes and thereby to increase the 
efficiency of the administrative work 
o To define the competences and responsibility of all employees and thereby 
to strengthen their self-responsibilities 
o To establish a system of internal control 
o To streamline the operating costs 
o To keep eliminating the errors and mistakes done 
o To improve the relationship between to the customers/citizens 
o To train their employees, to work better, to motivate them 
o To organize well the documents within the organisation. 
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Getting the certificate means that all of the administrative bodies have to review 
all of the processes, documents and procedures, which is a problem, because we 
are still dealing with the reviews, and that is why not all of the administrative 
bodies have this certificate (Colnar, 2006, p.22-24) 
 Reforms from 2010 to 2013 (this is the period of reforms when the need to 
exit from the economic crisis emerged, based on the reduction and rationalization 
of public administration. One of them against the crisis measures in 2010 are the 
postponement of the abolition of the remaining wage disparities in the period of 
normalisation of economic growth. The freeze of simulative mechanism in public 
administration also emerged, especially in progress and weight for rewarding 
performance. The basic aim is the continuing of Slovenian modernisation of the 
public administration, shown as a process of constant improvement) (Kovač and 
Virant, 2011, p.44) 
 The role of efficiency (Slovenia scores rather well in terms of innovation input 
indicators, such as research and development expenditure, and the number of 
researchers. However, output indicators (high growth innovative firms, high-
technology exports and the number of patents), point to low and even declining 
efficiency of overall innovation efforts. One of the main factors constraining 
innovative efficiency relates to the organisation of government innovation policy, 
which is marked by administrative dispersion, a lack of coordination among 
stakeholders and a consequent implementation deficit. The government should 
reduce administrative dispersion and overlap among various stakeholders of 
innovation policy by improving information flows and transparency among 
ministries and associated agencies. New reform proposals (including the creation 
of a new umbrella Council for Innovation Policy run by the Ministry of the 
Economy and the Ministry of Higher Education, Science and Technology) go in the 
right direction, but are unlikely to be successful as long as regular, in-depth 
consultations among major stakeholders of innovation policy fail to respond to the 
needs of the business community. The authorities agree that entrepreneurial 
demand should be given a more decisive role in allocating public research funds, 
but this shift in public research and development policy is bound to meet with 
strong resistance from the public research community. Further measures are 
needed to reduce the stand-alone sector approach of innovation policy, which 
isolates it from other supply-side policies. For example, the government should 
consider giving financial incentives, such as research vouchers, to companies, 
which would then contract with public research centres for research services 
(OECD Economic surveys Slovenia, 2011, p.6) 
 The rationalisation of public ownerships and improvement of 
governance (public ownership and control of enterprises operating in the market 
sector of the economy is widespread in Slovenia. Its score on the OECD’s product 
market regulation indicator is worse than most of its citizen’s economic 
empowerment commission and other OECD countries, largely because it performs 
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poorly on the public ownership component of the indicator. Enterprises directly 
owned by the state are most commonly found in network industries, banking and 
insurance. In addition, the state indirectly holds at least a minority controlling 
interest in more than 50 companies through its ownership of KAD, the pension 
fund, and SOD, the restitution fund. Many of these firms operate in sectors of the 
economy, such as manufacturing, in which it is unusual amongst developed 
economies for the state to have a controlling interest. Five of the nine largest 
firms listed on the Slovenian stock exchange are effectively controlled by KAD and 
SOD. As part of its accession to the OECD, Slovenia has started to transform the 
management of its public asset portfolio and improve corporate governance. It has 
recently created a central ownership Agency to manage the public asset portfolio 
on behalf of the state and define the ownership objectives for the state. To carry 
out its ownership functions on behalf of the state properly, the Agency must be 
competent, well-resourced and subject to high standards of accountability and 
transparency through an effective internal corporate governance regime. The 
authorities should also put in place a high-quality corporate governance regime for 
enterprises that remain state-owned and make sure that the rights of non-state 
minority shareholders are enhanced. The state should not be involved in the day-
to-day management of state-owned enterprises, and boards should be composed 
of experts and professional board members who are independent of the 
government. One of the most important tasks for the new Agency will be to 
develop a strategy for the future management of public assets. This will then 
enable it to establish a framework defining which assets should be retained in 
public hands, privatised or wound down. Accelerating the privatisation process 
would, if done correctly, significantly boost productivity in a number of key 
infrastructure sectors. It would also probably deepen Slovenia’s capital market and 
help improve the corporate governance frameworks. The agency should undertake 
regular, transparent, quantitative analysis of the costs and benefits of keeping 
individual assets in state hands. In parallel, the authorities should make the two 
state-owned investment funds more independent of government and reduce them 
to portfolio investors over time. They should also ensure that the privatisation 
process is well managed and supported by the public (OECD Economic surveys 
Slovenia, 2011, p.9-10).  
 
6.2.5.2 The European Foundation for Quality Management 
 
EFQM aims to determine the quality done in connection to satisfaction of the customers, 
employees and other politics and strategies which leads to the excellence in achieving 




 The actions of the Slovenian president between 2000 and 2004 (the main 
goal was to reorganise the administration in connection to economy and ICT 
within the global integrations. To achieve this they developed a dialogue between 
administration and its customers (companies and citizens), based on the: 
 
o Staff member of the month (where they could express their opinion, to 
improve their work more efficiently directly, to higher authorities. This was 
viewed as unsuccessful, because only 25 reports were transferred and only 
2 people were named as staff members of the month) 
o Most friendly employee of the month (they were chosen according to 
citizens’ opinions, which brought higher motivation between the 
employees, to work more efficiently and friendly) 
o Proposals of citizens (these were supposed to be the most effective 
solutions to change the work done in the public administration according to 
proposals of citizens, which represented the dialogue between 
administration and its customers, as part of the E-democracy programme) 
(Colnar, 2006, p.28-30) 
 Online sophistication maturity - 2007 (the measures of improvement within 
the services and goods provided through the internet to their citizens were 
implemented by the advisory company Capgemini, based on the EU Commission. 
There was a project made according to these measures, based on improving the 
services within the public sector in 2008, which showed remarkable results of 
Slovenian public administration as mature and developed) (Kovač and Virant, 
2011, p.43) 
 The banking system (the Bank of Slovenia has issued new guidelines to ensure 
that banks have internal processes to assess and limit exposure to credit and 
market risks, and also called on Slovenian banks to further increase their capital 
buffers in early 2010. However, more needs to be done to ensure that the 
financial system is adequately capitalised, while taking into account the 
requirements of the Basel III accord. This is a global regulatory standard on bank 
capital adequacy, stress testing and market liquidity risk agreed upon by the 
members of the Basel Committee on Banking Supervision in 2010 to 2011. The 
publication of the EU wide stress tests in July 2010 revealed that Slovenia’s largest 
bank NLB was capitalised just enough to withstand a relatively lenient adverse 
economic and sovereign debt shock scenario. The supervisory authorities should 
carry out stress tests for all Slovenian banks and disclose them appropriately. If 
needed, bad assets would have to be restructured and banks whose Tier 1 capital 
falls below safe thresholds would have to be recapitalised. Tier 1 is the core 
measure of a bank's financial strength from a regulator's point of view (OECD 
Economic surveys Slovenia, 2011, p.2-3).  
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In 2012, one solution to save the banks in Slovenia is to build another bank, so 
called “the bad bank”. This bank will accept all the debts of the Slovenian banks in 
order to clean the balance sheets and remove the burden of holding the weight of 
these loans, all of this to rapidly achieve the normal process of lending. In return, 
the bank will get bonds. The debt is €4 billion, caused by unreturned borrowed 
credits, and by too risky behaviour of banks. To repay the debt, taxpayers will 
have to pay three to ten times more money as it would be necessary, and “the 
bad bank” will have to each year sell at least 10% of their debt (24ur, Slaba banka 
- dobra rešitev ali legalizacija korupcije, 2012). By accepting the new law on 
measures for strengthening the stability of the bank, the bad bank will have to sell 
at least 10% of their debt per year, meaning that the companies who are causing 
the debt for this bank, will have to sell their dividends within five years; if not, 
they will go bankrupt. The bank in this case is a creditor which will get the 
dividends of the company instead of the unpaid borrowed credit, because it 
already has its proportion within the company’s shares (24ur, Ob obstrukciji 
opozicije odbor potrdil dopolnila o slabi banki, 2012). 
 
6.2.5.3 Regulated wage system 
 
This system has its big part of the reforms in public sector in Slovenia, where the need to 
restructure ways of salary payments had to be changed (Ferfila et al. 2007, p.427): 
 
 The Act on the relations of wages in public institutions, state bodies and 
local communities - 2001 (aim was to get rid of the problem of instability of 
public finances and mismatch in wages between comparable jobs, with problem 
solving of achieving these four goals: to achieve total remuneration system for 
officials and civil servants, the Elimination of disparities in basic payments, system 
flexibility in the area of promotion, work performance and accessories, and 
system transparency and scalability of wage system in the light of public finances. 
According to these goals, the structural reform and managerial methods within 
the public sector emerged) (Ferfila et al., 2007, p.428) 
 The Law on salary system - 2008 (the aim was to develop a single wage 
system through the whole public sector with insurance that the same basic salary 
for comparable jobs was made, motivation and effectiveness of work was 
rewarded, transparency and flexibility were ensured and the scalability of wage 
system in the light of public finances was emerged. The new Law on salary system 




6.2.5.4 The new paradigm of functioning 
 
The new paradigm involves the business principles of measuring, efficiency, and 
effectiveness of work, such as legality, equality, ethics, and conduct. It is described in the 
connection to the user and better involvements of managerial methods of work, and the 
transfer of market mechanisms from the public to private sector. Its basic purposes are 
the objectives, efficiency, quality, effectiveness, connection to the citizens, better system 
of human resource offices and involvement into better ICT) (Pinterič et al., 2008, p.45-
47). The picture 10 explains us the differences made when the functioning of the public 
sector transferred from the traditional to modern way, by which the public administration 
changed as well: 
 
Picture 10: Differences between the traditional and modern functioning of the 
public sector 
TRADITIONAL MODERN 
Emphasis on politics. 
Emphasis on effective 
implementation of the work. 
The use of the mechanisms of public law: 
The use of mechanisms of 
private law: 
* public companies * contract 
* offices 
* the work given to the 
private sector 
The separation between the allocation and regulation. 
To balance the interactive 
environment. 
The separation between private and public actors. 
The interaction of alocation 
and regulation. 
Source: Pinterič et al. (2008, p.47) 
 
 The Commission of Slovenian government for the elimination of 
administrative barriers - 2001 (results showed quite a success within this 
commission, mostly in the field of entrepreneurship, administrative units and 
connections of the national administration with other authorities of public 
administration, like Centres for social work or Institute for pension and disability 
insurance. Commissions work consisted of: 
 
o Monitoring the activities of the Ministries in the preparation of their 
programmes 
o Monitoring and controlling the implementation of the action plan 
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o Transferring positive experience of the EU members in the work of the 
Slovenian administration 
o Proposing the measures to improve the services of the national 
administration in relation to customers. 
 
Because there was a need to control the Commission’s work of so-called the Anti-
bureaucratic programme, the Commission was abolished in 2003 (Colnar, 2006, 
p.26-27) 
 The Commission of Slovenian government for the public administration’s 
informatics - 2001 (aimed to address the projects in the areas of e-gov projects 
and other technology initiatives for the introduction of modern resources, to 
improve the functioning of the public administration. The problems incurred in the 
Commission itself, where the members didn’t assist during the meetings; instead, 
they have sent their representatives. More complications began with the 
appellation of the expert groups within the Commission, which at the end brought 
the abolition  of the Commission in 2004) (Colnar, 2006, p.27-28) 
 The Law on public servants - 2003 (is one of the most important reforms 
done in Slovenia which includes: the renovation of the system of personnel 
planning and employment, the decentralisation of the management staff 
resources, increase of internal mobility, optimal utilization of staff resources, 
formatting the level of cutting the public managers, professionalization and the 
stability of the administration, more objective system of selection and award, the 
establishment of a policy of horizontal training and advanced courses, and social 
partnerships. Also, this year the public Council emerged as the new institution, to 
provide expert selection of the highest administrative managers, for which the Act 
governs the implementation of the public contest. This Act works in the 
development of the code of civil servants, which was changed in 2011) (Kovač and 
Virant, 2011, p.40) 
 Rules of procedure of the Slovenian Government - 2006 (to limit the 
administration barriers with these rules, the system of assessment of the effects of 
regulations was implemented. According to these, the Ministry of public sector 
made two quality manuals, one for the assessment of the effects of public policies 
(last edition published in 2010, based on the Resolution on normative activities), 
and the other  for public participation in the process of manufacture and the 
acceptance of the rules and other policies, implemented in 2008) (Kovač and 
Virant, 2011, p.43) 
 The new fiscal framework (a rule based fiscal policy is useful to foster investor 
confidence. The government has recently adopted a new fiscal rule capping 
expenditure increases at the rate of potential output, which should help the 
99 
 
consolidation process. The rule should be strictly implemented to establish its 
credibility and its effectiveness subsequently assessed. It might be improved by 
increasing transparency regarding the fiscal targets and the parameters underlying 
the convergence speed to these targets. In particular fiscal ceilings may need to 
be reconsidered to ensure a reduction in the structural deficit consistent with a 
medium term objective which prefunds a large share of contingent liabilities, 
notably those related to ageing. Indeed, despite the significant draft reform, 
pension outlays are projected to increase by around 7% of GDP by 2060. Long 
term objectives could be best achieved by adopting multiyear ceilings (beyond the 
current two years) and excluding cyclically sensitive expenditure (in particular 
unemployment benefits). To ensure effective implementation of the fiscal rule, 
fiscal projections should be produced by an independent institution. Therefore, the 
government should assure the transparency and consistency of macroeconomic 
forecasts by making the Institute of Macroeconomic Analysis and Development, 
the only source of the macroeconomic assumptions used for the budget law, as 
was the case prior to summer 2010. The creation of a fiscal council is welcome, 
but the government should consider strengthening its administrative and analytical 
capacity notably to allow it to assess deviations from the rule (OECD Economic 
surveys Slovenia, 2011, p.3) 
 Foreign direct investment (Slovenia has improved policies to encourage 
greater foreign direct investment by opening the privatisation of state-owned 
assets to strategic investors, improving incentive schemes aimed at attracting 
foreign investors and providing a competitive regime for corporate taxation, with 
tax relief for investment and depreciation. Although its regime of direct financial 
incentives for foreign investors has moved closer to best practice, the system 
appears too biased towards export industries, and there has been little empirical 
evaluation of the costs and benefits of the existing regime. The authorities should 
review existing direct financial incentives and the performance of the special 
economic and customs zones to make sure that such support is cost effective and 
is not biased against investment in the non-traded goods and service sectors. 
Other aspects of the enabling environment for foreign investment also need to be 
improved. Employment protection legislation in Slovenia is amongst the most rigid 
in the OECD and both surveys of foreign investors and cross-country empirical 
research suggest that Slovenia’s labour market institutions are inhibiting foreign 
investment. This is another argument to reduce employment protection for regular 
contracts. It is more difficult to acquire and develop land in Slovenia than in most 
other citizen’s economic empowerment commission and capital markets are very 
shallow. Procedures for accessing business premises and acquiring land and 
building permits should be streamlined. The depth and liquidity of capital markets 
should be increased through listing partially privatised state-owned enterprises on 
the stock market, improving competition for brokerage services and relaxing 
requirements for minimum pension fund returns (OECD Economic surveys 





It is one of the most important aspects of the new modern functioning of the public 
sector, where according to Žurga, she describes the effectiveness as a relationship 
between the used resources (inputs) and providing results (outputs). In this case the 
public organisation becomes more effective when getting the same amount of results they 
use less outputs or pretty much the same amount of resources used. To determine the 
measures made within the effectiveness, functioning of the public sector includes the 
3E’s, where also the Ecology and ethics are involved (Pinterič et al., 2008, p.48-49): 
 
 Questionnaires of the Ministry of Internal Affairs - 2001 (the methodology 
of these questionnaires concerned the questions about the internal organisation, 
management, human resources, education and training, administrative 
procedures, public and responsiveness, by which the Ministry of Internal Affairs 
question its employees. The problem was shown in the length of these questions, 
which brought to complications of examining the answers provided and the 
concern if all of the questions would be answered. In 2002 they re-questioned the 
employees again, which brought problems of repeating the answers and 
questioning them with less information, because they were already questioned a 
year ago.) (Colnar, 2006, p.34-35) 
 Inspections - 2002 (in 2002 the Law on Inspection was accepted to make 
inspection work more effective and coordinated within the higher legislative 
power, and in more appropriate arrangements for the specifics of the inspection 
procedures and within the prevention. Since September 2002 the higher authority 
is covered within the Inspection Council) (Kovač and Virant, 2011, p.39) 
 
6.2.5.6 Orientation to the users 
 
Here the orientation doesn’t involve objects of documentation, but it includes an 
individual, who actively connects in the public life, and expects from the public sector 
certain services and goods in connection to good quality. Here is important to determine 
electronic communication, especially in particular of time-space accessibility and 
responsiveness of administrations, and computerisation of procedures. An example is 
shown in electronic mail, which showed remarkable results in the 1980s and 1990s, while 
the strategy of functioning and development of Slovenian state administration is basically 
based in the orientation of the users through the reorganisation of web sites, which was 




 The regulation on administrative business - 2005 (to ensure quality, the 
work between the public administration and customers/citizens in 2001 was based 
on the regulation, which changed in 2005, which has changed in 2005. The aim 
was to set minimum standards on the administration-related parties, such as 
feedback of information, knowing the satisfaction rate of their customers and 
knowing the conduct of processes. According to these in 2003, the Law on access 
to information of a public character was created. The law aims to ensure public 
access of information held by the entities of public administration and the wider 
public sector) (Kovač and Virant, 2011, p.41) 
 Pension reform (Slovenia is facing a new reform of the pension system. On 
September 9 2010, the government approved the draft compulsory pension 
insurance act and sent it for parliamentary discussion. There are widely divergent 
opinions among the Slovenian public as to whether the pension system needs to 
be reformed, what types of changes are needed and how far reaching those 
changes should be, and they are often dependent on which side of the table of the 
social partnership they come from. The main reasons for changing the pension 
system are the already mentioned changes in the structure of the population and 
the labour market, which we have seen in Slovenia and elsewhere in the 
developed world in recent years: 
 
o An aging population and a reduced percentage of actively employed 
population 
o Late entry of young people onto the labour market 
o Excessively early retirement. 
 
The basic goals of this reform are: 
 
o To ensure the regular payment of pensions to current retirees and workers 
who will retire in the coming decades 
o To halt the reduction of starting pensions with respect to salaries and to 
ensure the increase of their real value with respect to the cost of living, 
which would provide the present and future generations a decent pension 
that will provide them security in their old age 
o To increase the fairness of the pension system with a particular emphasis 
on individual contributions to the pension coffers, on equal burdening of 
the young, middle-aged and older generations, on the position of workers 
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who began working early in their youth and who work in difficult working 
conditions, and on a gradual approach to the introduction of changes. 
 
In this case the key solutions proposed by the government in the draft act sent for 
parliamentary discussion are: 
 
o A gradual increase of the retirement age and equal conditions for men and 
women: the retirement age for both sexes will now be 65, and the 
minimum age for obtaining the right to early retirement will be 60 
o Incentives for extending employment periods (rewards, penalties) 
o A gradual increase in the accounting period, from the 18 to the 34 best 
successive years 
o A new method of aligning pensions with salaries and cost of living 
increases. 
 
It should be emphasised that the concept of intergenerational solidarity will remain 
the cornerstone of the Slovenian pension system: the actively employed will pay 
contributions from their salaries, thereby providing retirees with pensions. The 
retirement age will be raised to 65 for men and women. The change will be 
implemented gradually: reaching age 65 will be a condition for retirement only in 
the year 2021 (men) and 2025 (women).  
Because of the unfavourable demographic circumstances and the economic crisis, 
the financial difficulties of the pension coffers are also exacerbated by the 
Slovenian “custom” of retiring as soon as you satisfy the conditions. The incentives 
(both rewards and penalties) proposed by the Government in the new system are 
intended to change this behaviour pattern.  In this case the Government proposes 
also: 
 
o That for each year of work after fulfilling the conditions for early retirement 
until reaching age 65, individuals will also receive 20% of their early 
retirement pension 
o That for each year of work after the fulfilment of the minimum conditions 
for old-age pensions, the basis for the calculation of the pension is 




o That upon partial retirement, which will now be extended to self-employed 
persons and farmers, along with corresponding salaries (with respect to 
the number of hours worked), individuals will also receive part of their 
early retirement pension 
o That reducing contributions for compulsory pension insurance will also 
encourage employers to retain older employees in employment 
relationships 
o That each born or adopted child will reduce the age condition for 
retirement by 8 months, but to a maximum of 24 months. This incentive 
can be exercised by parents who received compensation for child care 
during the first year of the child’s life.  
 
Only one penalty for the incentives for extending the employment period is 
proposed: for each month of difference up to the fulfilment of the conditions for 
old-age pensions the pension basis will be reduced by 0.3%, extending the 
calculation period from 18 to 34 years. In addition to rising the retirement age, the 
extension of the calculation period is one of the items of the pension reform which 
generates the most controversy. However, the fact is that Slovenia has one of the 
shortest calculation periods in Europe, as it is nearly impossible to find a country 
where the pension bases are calculated over periods shorter than 25 years. The 
main criticism of opponents to this measure is that it will result in considerably 
lower pensions. Since this could actually occur at the same time as the gradual 
extension of the calculation period the government is proposing two parallel 
measures which will prevent the reduction of pensions. Thus the accrual 
percentage, which is crucial to the calculation of actual pensions, will be raised to 
80%, and at the same time the horizontal levelling of pensions, such as the 
alignment of new pensions with already existing pensions (which causes all new 
pensions to be automatically approximately 20% lower), will be abolished. It is 
also significant that both of the parallel measures will be implemented 
immediately, while the calculation period will be gradually extended until 2026, 
one by year per year (Čebular, 2010).   
To better understand what the difference in GDP might be in spent public 






Picture 11: The impact of the proposed pension reform on public expenditure 
in GDP 
Source: OECD Economic surveys Slovenia (2011, p.4) 
 
According to all discussions, Slovenian government started to change the reform in 
2012, making it more acceptable. The government suggests that both men and 
women can be retired at the age of 60 with 40 years of work experience, while the 
existing pension law for women provides retirement with 38 years of pensionable 
service at 58 years of age, and for men the retirement with 40 years of 
pensionable service also at 58 years of age. Changes were also needed for who 
started working before the age of 18, because if they retire at the age of 60, their 
pensionable service will last 45 years, which is the highest of them all. Changes 
are also seen in the unemployed who are nearing the retirement and are under 
the applicable law to retire at the end of receiving monetary compensation. 
According to the proposition to work till 65, they are threatened to work again, 
and because they aren’t employable they can fall to the lowest status level, or 
poverty (24ur, Obe strani bosta predlog pokojninske reforme preučili, 2012).  
For women, having children is going to be considered as a bonus to retire before 
the age of 60, but only for those who started to work before the age of 20. In the 
retirement age a period of maternity leave and leave for the protection and care of 
the child will be included only for those whose employers are not paying 
contributions. One the other hand, things are not acceptable for the public 
servants, where negotiations on pension reform are threatening drastic cuts in 
their wage bill. The cut is expected to be about 7.5% to 10% from their wage bill 
which would lead to undercutting wages and layoffs. 
A determined fight for jobs is therefore already announced (D.L., Pokojninska 




 Education system (the interest in short vocational programmes has been waning 
in Slovenia, creating a skill deficit. In order to encourage pupils to go into 
vocationally-oriented programmes, the education system should facilitate a more 
flexible transition from vocational to academic tracks and consequently direct 
access to higher education. Employers in Slovenia have little influence on school 
curricula. Their involvement in vocational education needs to be further increased 
to equip vocational education graduates with the skills demanded by the labour 
market. The share of children enrolled in early childhood education and care has 
been increasing steadily in Slovenia, helping children from disadvantaged 
backgrounds in particular. The government has been taking some measures to 
further expand on early childhood education and care. Nonetheless, the costs of 
this are high by international comparison. The authorities should improve spending 
efficiency in early childhood education and care provision and boost supply by 
allowing pupil-teacher ratios to increase. As the geographical distribution of early 
childhood education and care facilities is not optimal, with excess demand in larger 
cities in contrast to smaller towns, the authorities should reduce the geographical 
mismatch between available childcare places and demand. Relatively good 
outcomes at the primary and secondary levels are also achieved at a high cost. 
Slovenia spends considerably more on basic education on a per-pupil basis than 
other countries with similar income levels. Average class sizes in primary and 
lower secondary education are comparatively small. Also, Slovenian schools 
employ the highest number of professional support staff per pupil in the OECD. 
The compulsory education system should be restructured to reduce operating 
costs by merging and closing schools that serve too few students, and extending 
catchment areas, while taking into account other socio-economic considerations. 
Surplus teaching and non-teaching staff should be rationalised by not replacing 
retiring staff in full. If this falls short, appropriate redundancy packages for surplus 
staff could be provided. Completion rates in tertiary education are somewhat low 
in Slovenia as compared to the OECD average. Also, Slovenian students take 
almost seven years on average to complete their studies at the undergraduate 
level, which is among the longest in the OECD. The share of repeat students in full 
time undergraduate programmes is very high, though slowly declining. To speed 
up the completion of tertiary studies, the government should introduce universal 
tuition fees in tandem with loans with income-contingent repayment, which would 
also ensure wide and equitable access. Tuition fees would make students more 
receptive to labour market signals and encourage them to complete their studies 
in a timely manner. Tuition fees would also allow higher education institutions to 
raise a greater share of their funds from private sources and if those institutions 
were given scope to set their fees, it would stimulate competition. Resources 
devoted to higher education, as measured by spending per student, are low by 
international comparison and relative to other levels of education in Slovenia; it is 
the only OECD country where per-student spending at the tertiary level is less 
than that at lower levels of the education system. Rapidly changing technologies 
and international competitive pressures make it essential for Slovenia to boost 
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tertiary education outcomes and provide adequate resources to the higher 
education system. Public funding available per student at the tertiary education 
level should be increased, notably through enhanced spending efficiency at all 




Electronic government has helped to improve the feedback of demanded information to 
the citizens, where faster and effective communication between the individual subject and 
institutions was implemented. According to United Nations’ studies, they show remarkable 
results in: overcoming of the complexity of the bureaucratic structure and performance, 
ensuring effective and efficient electronic public services, the development and expansion 
of information and communication technologies, increase of efficiency, transparency and 
predictability, and improvement in the dialogue with the public (Pinterič et al., 2008, p.51-
53): 
 
 The renovation of the business-functioning and the computerisation of 
administrative units - 1997 (it was based on four phases: an evaluation of the 
processes; unification, optimization and rationalization; development and 
processing of information systems, and the implementation, which were 
examined as unsuccessful tools. Problems started emerging in the implementation 
of new problems incurred and in their verification of evaluation of the processes, 
by which they were dealing with 58 processes of administrative units also known 
as the Reference model of the administrative units. Other problems were also 
emerging in the illegal communication between the project team members and 
other unidentified external contractors, who dealt with unspecified verification of 
the project. The main output of this project was a Central Register of procedures 
and documents, called the Register of life situations, who emerged as an 
important aspect of Slovenian public administration, based on electronic 
commerce. But unfortunately this project stopped during its first phase, in the 
evaluation of the processes. In 2001 the project became renovated, where the 
Programme projects of the electronic government used it, to define Electronics’ 
Administrative Affairs’ Electronic applications for extracts from the register. 
Because it had failed again, they again renovated it at the end of 2001, with the 
purpose to re-examine the general administrative procedure, which finally in 2002 
emerged as successful, but unfortunately they didn’t know how to use it. This 
project in general has a never ending story, because the Law on general 
administrative procedure changed so many times that ... all of the processes 




 The Basic Law on electronic business and signature - 2000 (it was a very 
successful reform done to spread the knowledge of informatics system between 
the authorities and their citizens. They managed to implement the 
computerisation of government meetings, the creation of the Portal of 
administrative units with a catalogue of living situations, a comprehensive e-gov 
portal, computerisation and networking of official records, the establishment of 
the payment of fees and other costs of administrative procedures and Portal e-
democracy of 2010) (Kovač and Virant, 2011, p.41-42) 
 The strategy deployment of electronic commerce in public 
administration for the period from 2001 to 2004 (the main output of this 
project was the Document of strategy deployment of electronic commerce in 
public administration, which determined two documents: 
 
o Shorter version called the Strategy (which includes the goals, plans, 
guidelines and list of projects, mainly designed for decision makers to 
government, the media and to the public) 
o Longer version called the Electronic commerce in public administration 
(which contains more detailed concepts, architecture and technical 
standards, designed for professional public). 
 
According to these documents, Slovenian administration had to start working on 
examination of these objectives and concepts based on the resulting projects and 
tasks, defined in the accepted strategy. They examined the resulting projects and 
tasks unsuccessfully because they didn’t pay attention to the examination process 
before getting the results. The strategy was developed quite fast, and even when 
they developed a single national information portal, things stopped developing. 
Mainly because there was no intensive control in measuring the work of 
administration units, if their work was done according to plan, by which they 
could set up an online business. According to these, the e-gov was developed) 
(Colnar, 2006, p.24-25) 
 Ministerial Counsellor, Ministry for information society and redefinition 
of the work in the Centre of Slovenian government based on informatics 
- 2001 (at that time of the Slovenian government’s mandate three projects were 
implemented to speed up the reorganisation of our administration: 
 
o The appellation of Ministerial Counsellor (the Commission for the Elimination 
of bureaucratic administrative barriers was developed in addition to be 
actively included among the projects of the renovation business and 
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computerisation of individual departments, where they have started to 
develop the administrative affairs, and afterwards economy and 
environment departments) 
o The establishment of new Ministry for information society (the aim was to 
improve the work done according to the scope of national communications 
and coordination of the Slovenian national Strategic plan for the information 
society called the e-Europe and e-Europe+) 
o Article for organising and functioning the work in the Centre of Slovenian 
government based on informatics (aims to redefine the processes of work 
and limit them to a smaller amount, with a full support of all the 
policymakers drawn by the Slovenian Administration for implementing the 
relevant conditions of resolving the problems) (Colnar, 2006, p.25-26) 
 Action plan of the e-Government till 2004 (the aim was to build the Single 
State portal which would connect the electronic functioning of administrative 
authorities. Because in 2002 it was decided that our informatics system worked 
too slowly and that it was full of undeveloped concepts we developed an Action 
plan of e-gov in 2004. It consisted of: the monitoring methodology of measures 
called the e-Government indicators for benchmarking e-Europe; the list of 
electronically based projects and services; and out of measuring and reporting of 
the planned projects. The problems incurred in limited financial resources; in the 
lack of quality of the staff resources; in stirring the competence of the State 
institutions; and in the mixing of the powers of the administrative authorities 
between continuing the formal structure of the Slovenian administration and the 
provisional authorities in the field of project management) (Colnar, 2006, p.30-35) 
 
6.2.5.8 Reforms of State Administration 
 
Throughout the years changes also incurred in the public sector where administration 
changed according to these regulations: 
 
 Policies of 1991 (when Slovenia became independent our first goal of public 
administration was to establish basic state functions, such as customs, passports, 
citizenship, monetary policy and external affairs) (Kovač and Virant, 2011, p.37) 
 Adopting the Copenhagen’s principals - 1993 (when Slovenia was in the 
process of joining the EU, she first had to adopt the Copenhagen’s political 
principals of the year 1993, which were updated with Madrid’s criteria in 1995. 
These criteria included the need for a structure of public administration which 
would successfully adopt the regulation of the EU, such as building administrative 
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capacities by sectors and the functioning of the NPM) (Kovač and Virant, 2011, 
p.33-34) 
 The reform of local self-government - 1994 (aimed on strict differentials of 
functions between the self-government and state administration. The self-
government had adopted public affairs of local significance (education and health 
system, sanitation and place editing), while the state government dealt with 
acceptance of the public policy, such as laws or statutory instruments. Because of 
these the country had to reorganise its administration, also based on territorial 
views, where the structure of administrative units and regional units of the central 
authorities were build up) (Kovač and Virant, 2011, p.33) 
 The Slovenian public administration reform - 1996, 1997 (aims to connect 
Slovenia closer to the EU, the Ministry of Internal Affair became the head of the 
project. This was an inter-ministerial project, where they had reached changes in 
the reorganisation of the public administration and institutional projects, in which 
ICT was scarcely mentioned, and in which they had to focus on the organisational 
level projects with very little interest. The solution of these problems would have 
been the methodology EMRIS, which had already existed, based on an upgraded 
Strategic plan of Slovenian public administration reform. The aim of this plan was 
to limit the multiplied projects, or co-ordinate them according to the EU and other 
national documents, standards and policies. This project was made quite 
unsuccessful with 5 modules of 32 different projects, which was a total opposite 
of the goal to limit the multiplied projects. It has not been defined as a unified 
approach, there was no established uniform organisation of projects made and 
there was no control for stable and effective project) (Colnar, 2006, p.19-20) 
 Ministry of Public Administration - 2004 (the establishment of this new 
Ministry brought major success in the reorganisation of former departments, 
where their functions were brought into the new government bodies under the 
ministry. The aim was to continue doing the work in their departments to achieve 
more innovation and better implementation (Colnar, 2006, p.35-36). The focus 
was on the removal of administrative obstacles and on improving the quality of 
regulation, improving the quality of administrative services, e-Government and the 









7 OECD COUNTRIE’S PUBLIC EXPENDITURE REDUCTION 
 
 
According to the reorganisation of public sector of governments around the EU showed 
also improvements or declines in their budgets. How well the realisation of the 
performance management measures improved the situation of less spent public 
expenditure is further explained in this chapter, where the situation of government’s 
spending result between the years 2005 to 2010 is given. Given the OECD reports, the 
focus is on how much money was spent on defence, education, health, social protection, 
and how much on general public services. In these cases:  
 
 Defence represents the money spent on modernising and upgrading operational, 
training and living accommodation for all members of the Defence Forces 
 Education includes better educational systems, exchange programs, web design 
courses, scholarships 
 Health includes spending on building the hospitals and other health authorities, 
improvement in research programmes, medicine, medical equipment, insurance 
 Social protection includes the Department of social protection, where they help 
people find an employment; and on the other hand fund unemployed people with 
monthly payments 
 General public services, which include public transportation, telecommunications, 
town planning, waste management, water services, electricity. 
 
As already mentioned, public servants were put into trainings to develop the knowledge 
of more efficient and effective work, whereas to decrease the public expenses, some of 
the countries decided to raise the tax percentage, improve the cost measures. In some 
cases they have decreased employment in the public sector, and in others funds came 
through public ownerships or through partial outsourcing. By accepting the 
computerisation and other internet programmes, they achieved improved response times 
with the citizens by providing them with more and faster information. Internet 
significantly shortened the queues, and printed forms became reduced. These 
performance indicators changed the way work is done within the public sector. Changes 
in political structure, brought by new reforms, implemented new laws and regulations, 
with which the government is hoping to reduce the money of public expenses. 
Some of the indicator performance measures were shown to be very effective, showing 
good results in public expenditure. According to the changes made within the NPM, some 
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of the countries still failed with money saving. Money was spent all the time to provide 
goods and public services to their citizens, but only some of the countries achieved to 
provide that with less money spent. NPM reforms were used effectively from 2005 to 
2010.  
 
1. Savings in total spending for public services and goods 
 
Table 1: OECD countries’ total savings and spending 2005-2010 
Country Savings (in thousand €) Spending (in thousand €) 
Austria   21866.3 
Belgium -25395.2   
Czech republic   259889 
Denmark   182597 
Estonia -203.1   
Finland   17658 
France   146110 
Germany   100960 
Hungary   1775323 
Italy   85205 
Ireland   14716.4 
Luxembourg   3768.4 
Norway   261150.9 
Poland   150431.6 
Portugal   13228.4 
Slovakia   5547.3 
Slovenia   3356.1 
Spain   103470 
Sweden   167612 
The 
Netherlands   52758 
UK   152260 







Paragraph 1: OECD countries’ total savings and spending 2005-2010 
 
Source: personal source, paragraph 2 
 
According to the OECD, the following data of decreased total spending includes 
following countries as the most successful: 
 
 Belgium (where in table 1 we can see a decrease of total spending for exactly 
€25.395,200) 











2. Savings in defence 
 
Table 2: OECD countries’ defence savings and spending 2005-2010 
Country 
Savings (in thousand 
€) Spending (in thousand €) 
Austria -760.5   
Belgium -194.4   
Czech republic -10394   
Denmark -2311   
Estonia -57.7   
Finland -62   
France   8541 
Germany   3110 
Hungary -4197   
Italy -1817   
Ireland -179.2   
Luxembourg   138.9 
Norway -2387.4   
Poland   9470 
Portugal   779.8 
Slovakia -129.7   
Slovenia   161.6 
Spain   1502 
Sweden -1900   
The Netherlands -312   
UK   8016 











Paragraph 2: OECD countries’ defence savings and spending 2005-2010 
 
Source: personal source, paragraph 2 
 
According to the area of decreased public spending in defence, the most successful 
countries from 2005 to 2010 are: 
 
 Austria (where in table 2 we can see a decrease in defence for exactly €760,500) 
 Belgium (where in table 2 we can see a decrease in defence for exactly €194,400) 
 The Netherlands (where in table 2 we can see a decrease in defence €312,000) 
 Czech Republic (where in table 2 we can see a decrease in defence for exactly 
€10.394,000) 
 Hungary (where in table 2 we can see a decrease in defence for exactly 
€4.197,000) 
 Slovakia (where in table 2 we can see a decrease in for exactly €129,700) 
 Denmark (where in table 2 we can see a decrease in for exactly €2.311,000) 
 Estonia (where in table 2 we can see a decrease in for exactly €57,700) 
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 Finland (where in table 2 we can see a decrease in defence for exactly €62,000) 
 Ireland (where in table 2 we can see a decrease in defence for exactly €179,200) 
 Sweden (where in table 2 we can see a decrease in defence for exactly 
€1.900,000) 
 Norway (where in table 2 we can see a decrease in defence for exactly 
€2.387,400) 
 Italy (where in table 2 we can see a decrease in defence for exactly €1.817,000) 
 
3. Savings in education 
 
Table 3: OECD countries’ education savings and spending 2005-2010 
Country Savings (in thousand €) Spending (in thousand €) 
Austria   3480.7 
Belgium   4277.8 
Czech republic   39536 
Denmark   28526 
Estonia -109.8   
Finland   2035 
France   16604 
Germany   15110 
Hungary   205189 
Italy -1500   
Ireland -464.9   
Luxembourg   637.7 
Norway   38199.9 
Poland   20009 
Portugal   591.4 
Slovakia   989.1 
Slovenia   443.1 
Spain -1424   
Sweden   30401 
The Netherlands   6658 
UK   24204 





Paragraph 3: OECD countries’ education savings and spending 2005-2010 
 
Source: personal source, paragraph 3 
 
According to the area of decreased public spending in education, the following 
countries are: 
 
 Estonia (where in table 3 we can see a decrease in education for exactly in 
€109,800) 
 Ireland (where in table 3 we can see a decrease in education for exactly 
€464,900) 
 Italy (where in table 3 we can see a decrease in in education for exactly 
€1.500,000) 







4. Savings in health 
 
Table 4: OECD countries’ health savings and spending 2005-2010 
Country 
Savings (in thousand 
€) Spending (in thousand €) 
Austria   4617.5 
Belgium   6599.2 
Czech republic   80826 
Denmark   37468 
Estonia -80.3   
Finland   3346 
France   21359 
Germany   28970 
Hungary   136256 
Italy   18150 
Ireland -834.3   
Luxembourg   414.2 
Norway   47576.1 
Poland   27193.5 
Portugal -327.2   
Slovakia -688.6   
Slovenia -48.7   
Spain -2783   
Sweden   43275 
The 
Netherlands   19748 
UK   33093 
 










Paragraph 4: OECD countries’ health savings and spending 2005-2010 
 
Source: personal source, paragraph 4 
 
According to the area of decreased public spending in health, following countries 
are: 
 
 Slovakia (where in table 4 we can see a decrease in health for exactly €688,600) 
 Estonia (where in table 4 we can see a decrease in for exactly €80,300) 
 Ireland (where in table 4 we can see a decrease in for exactly €834,300) 
 Portugal (where in table 4 we can see a decrease in health for exactly €327,200) 
 Slovenia (where in table 4 we can see a decrease in for exactly €48,700) 






5. Savings in social protection 
 
Table 5: OECD countries’ social protection savings and spending 2005-2010 
Country 
Savings (in thousand 
€) Spending (in thousand €) 
Austria   11724.6 
Belgium   14108.2 
Czech republic   135190 
Denmark   86219 
Estonia -84.3   
Finland   9517 
France   95749 
Germany   36850 
Hungary -12789   
Italy   58854 
Ireland   9182.7 
Luxembourg   2120.1 
Norway   131999.1 
Poland   71932.1 
Portugal   8898 
Slovakia   1545.6 
Slovenia   1771.9 
Spain   60882 
Sweden   73666 
The 
Netherlands   21796 
UK   64966 










Paragraph 5: OECD countries’ social protection savings and spending 2005-
2010 
 
Source: personal source, paragraph 5 
 
According to the area of decreased public spending in social protection, the 
following are: 
 
 Hungary (where in table 5 we can see a decrease in social protection in 2010, to 
€4.752.320,000 which had decreased for exactly €12.789,000 since 2009) 
 Estonia (where in table 5 we can see a decrease in social protection in 2010, to 








6. Savings in general public services 
 
Table 6: OECD countries’ general public services savings and spending 2005-
2010 
Country 
Savings (in thousand 
€) Spending (in thousand €) 
Austria   2070.5 
Belgium -1476.4   
Czech republic -3074   
Denmark   28224 
Estonia -41.5   
Finland   2450 
France -1733   
Germany   16920 
Hungary -152369   
Italy -10089   
Ireland   1256 
Luxembourg   457.5 
Norway   35093.5 
Poland   21827 
Portugal   1937.7 
Slovakia   1168 
Slovenia   344.4 
Spain -780   
Sweden -13767   
The 
Netherlands   3632 
UK   21981 
 









Paragraph 6: OECD countries’ general public services savings and spending 
2005-2010 
 
Source: personal source, paragraph 6 
 
According to the area of decreased public spending in general public services, the 
following are: 
 
 Belgium (where in table 6 we can see a decrease in general public services for 
exactly €1.476,400) 
 France (where in table 6 we can see a decrease in general public services for 
exactly €1.733,000) 
 Czech Republic (where in table 6 we can see a decrease in general public services 
for exactly €3.074,000) 




 Estonia (where in table 6 we can see a decrease in general public for exactly 
€41,500) 
 Sweden (where in table 6 we can see a decrease in general public services for 
exactly €13.767,000) 
 Italy (where in table 6 we can see a decrease in general public for exactly 
€10.089,000) 























8  CONTRIBUTION OF SCIENCE 
 
 
My master thesis results differ from country to country. These mostly depend on the 
economy and crisis circumstances, which occurred in the given countries. They are the 
reason for implementing something new into their governments, such as innovation. 
Innovation in this case brings new coordination of the public sector and its governance. It 
is based on what the government has to adopt to make itself more effective and efficient 
and mostly to be in connection with time and its customers. Time brought many of 
changes in the government, such as reorganisation of the structure of the public sector, 
innovation of ICT and other reforms to make the government more efficient and less 
wasteful. The most important aspect here is the change of providing the public services to 
their citizens in a way to provide more quality. Governments, meaning people within their 
governments make mistakes. And mistakes proved reforms to be ineffective and useless. 
That is why the whole new perspective of designing these reforms has emerged.  
To design these reforms, governments have to obey certain rules, how they will start to 
define them. Designing means how the reform will be achieved successfully within the 
public sector, to get rid of the problem incurred. To obey these certain rules, they deal 
with the process of the problem structuring, which is a part of NPM principals of 
managerial performance. It is based on four different steps, through which, they try to 
search for solutions, and to avoid them. In my case the problem deals in how provide 
better public goods and services. Within the solutions is a step called evaluation, playing 
the bigger part of my master thesis, and it explains by which performance indicators the 
reform can be achieved, either to redefine the reform already made or to build up a 
totally new reform.  
Performance indicators are thoroughly described as measures for describing the 
performance of work done within the public sector, in my case the work of providing the 
public services. As is known, public services have emerged rapidly in the last decade and 
within this the improvement of public services as well. One approach to define public 
service improvement is to measure change in performance against the pre-defined 
standards. This performance can be measured with efficiency and effectiveness, which 
are the performance indicators of evaluation within the problem structuring.  
Based on the theoretical perspective, I have described performance indicators of Republic 
of Ireland in connection to British local government. These are the indicators which show 
what exactly they did to make the public service more efficient. Comparing these two 
countries, the main difference is that the British are paying more attention to these 
indicators in general, such as in the public, housing, refuse collection and waste disposal. 
They mainly deal in decreasing the money spent by their government. Whereas the Irish 
pay more attention to being more efficient in connecting directly with their customers. 
Customers are the ones who need to be satisfied and that is the basic aim of the Irish 
125 
 
performance indicators. The difference also lies in the Irish local government being based 
on the performance indicators incurred by the British, meaning the Irish are trying to 
adopt these indicators from England. But because of their different structures of local 
government, all of these indicators will surely not be as effective in Ireland as they are in 
England. For example, the litter performance indicators: in England the performance 
indicators are based on the question - how to achieve more recycling litter? The goal was 
to achieve 25% of more recycled trash by 2010. The question was based on money 
spent. The British believe in saving more money by more recycling - no need to spend 
money on dividing litter into plastic, paper, and organic food, this can already be done by 
citizens. In Ireland, on the other hand, the litter performance indicators deal with the 
customer directly to provide cleanliness with high penalties up to €3000. In both 
situations, government has a plan to decrease their public expenses - the British with 
recycling and the Irish with less pollution made. With recycling already mentioned, less 
money spent on dividing the litter means more saving, and with less pollution made, the 
penalties are treated as incomes of the government’s budget. Irish performance measures 
are well organised when it comes to the inclusion of their citizens, but they still need 
improvement in planning. The biggest problems nowadays are with the performance 
indicators of timing to make transportation well planned. Dubliners have to wait for a train 
or a bus sometimes up to forty minutes, which causes disconnect. The train 
transportation faces a similar issue, in which two trains are needed to reach the citizens’ 
final destination and the waiting time spans up to two hours. These problems are mostly 
seen during weekends, where transportation is provided on a lesser scale. 
Speaking of reforms, emerging within the reorganisation of the public sector, things 
changed in Greece and in the Republic of Slovenia as well. Greece’s problems emerged 
mainly in connection with crisis circumstances, such as debt, high GDP percentage and 
high pensions. Their situation became clear when they realized their plan for the Olympic 
Games in 2004. At that time their GDP percentage has risen. There were other 
circumstances that made them to reorganise. Over the years, innovation needed to be 
developed, such as informatics and communications technology, and other regulations 
according to the EU, which need to be obeyed, mainly because of the money borrowed. 
According to performance indicators, they are now also trying to achieve better results in 
their education, health and pension reforms. To achieve their improvement in planned 
results, they set up a Hellenic National Reform Programme, planned to come to realization 
by 2014. There will always be a solution to the plan or a new idea to be implemented, but 
we cannot forget the circumstances which hinder their implementation. Nowadays’ 
biggest problem is the crisis, and within this the bureaucracy of the government is one of 
Greece’s main issue. Pension changes, increasing the saving accounts in banks, and 
availability of medical service are overall better in the metropolitan Greece than on the 
islands. This problem of Greece needs a solution, because the people on islands are being 
restricted - the same case is shown for education.  
Greece’s reforms were changed, because of pre-defined regulations which proved to be 
unsuccessful. Their main problem is acquiring the money. Slovenia, on the other hand, 
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also struggles with the implementation of these reforms. In the chapter 6.2.2, I came to 
the realization that every reform done was inefficient, because of the process of 
implementation. There was no control over the people who made them. Everything seems 
to have been badly planned with no meaning at all. We try to achieve something with no 
background. Since the regulation was put in effect, we expect things to start working on 
their own. What we need is an efficient organisation which will help us achieve the goals. 
To achieve this, we need reliable people, representing our common interests. There are 
no predefined rules on the implementation of regulations, and people responsible for 
implementing them should not be rash in their judgments and actions.  
The same goes for the public servants and their work. Over the years, they were put into 
trainings and other reorganisation to provide public services and goods in a quality 
manner. The expectations of citizens, of course, increased drastically over the years, 
meaning that the public service work needed to be restructured according to the citizen’s 
needs. Owing to this, performance indicators, measuring the effectiveness and efficiency 
of work, were introduced throughout Europe, such as: 
 
 Productivity (can be measured how much work done (outputs) was made 
according to plan, calculated per person per time) 
 Effectiveness (includes measures between the ratio of inputs and outputs) 
 Profit (shown the rest of the profit made from the sale) 
 Motivation (bonuses and rewards for more good working people) 
 ITC (innovation in computerisation) 
 Regulation by managers 
 Implementing the plan 
 Accident made per person per year 
 Other indicators which deal with accountancy, managerial performances and 
satisfaction rates based on their citizens. 
 
These performance indicators are part of managerial performance reforms according to 
the NPM realm. They deal with areas of improving the work within the public sector of the 
public servants; decreasing the public expenses; innovation in informatics and 
communication technology; citizen’s rights, to get more information needed and with 
areas of changes within the reorganisation in political structure. There is no performance 
measure which doesn’t need improvement. Circumstances are always appearing to 
change ways of performing actions to make public services and goods more efficient. 
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These circumstances can be the reason for crisis or the reason for citizen’s demands; 
money that is available to provide them is limited. If there is no public expenditure 


























9 VERIFYING THE HYPOTHESES WITH AN EXPLANATION 
 
 
My master thesis contains four hypotheses. These are mentioned in the introduction and 
they are described through the chapters in the main part of the thesis. Chapter nine 
verifies these theses with an explanation describing their meaning, problem and proof of 
their existence. 
 
 H1: Reasons for the public sector’s reorganisation. 
 
What made it to reorganise are all the circumstances of nowadays’ economic changes. 
The biggest influence here has to be the economic crisis, which turned plans and 
structures upside down. When the crisis reached Europe, banks and companies became 
bankrupt, people started to lose their jobs and public expenditure increased by each 
newly qualified unemployed person who was asking for social help. There were no 
“incomes” to the government’s budget, meaning less provided public services. The need 
for an innovation was brought to the foreground when the NPM emerged with the 
restructuring of the public sector. In the 1980s, a solution to improve the work of public 
servants, to provide better public services and goods, emerged. This solution included 
measures of effectiveness, efficiency, economy and equity indicators. In addition to this, 
when countries started to join the EU, all of the public sector reorganised. This brought 
new departments - joining several departments together, or even cancellation of some 
departments of the government - which caused the dismissal of public servants. 
Nowadays public sector is decreasing its employees. Less employed people with provided 
training brings more money to the government’s budget. Innovation nowadays also 
reaches ICT. Internet is an important communicator, bringing into the public sector 
smaller waiting queues and decreased money, spent on forms and other papers according 










 H2: Problem structuring as the process of the problem’s solution, from the time 
when the problem incurred to its solution. 
 
According to my research, I define the basic structure from where the measures of the 
public service improvement appear (picture 12): 
 
Picture 12: Appearance of the public service improvement's measurements 
PROBLEM 
  NPM 
  EVALUATION 
  PERFORMANCE MANAGEMENT 
  THE 3E'S 
Source: personal source, picture 12 
 
When the problem of governance appears, the aim of innovation (or the aim of a specific 
goal), which is part of public sector’s reorganisation, can be seen in NPM being part of 
one of the solutions of this innovation in reconstructing governance. Every problem, also 
those incurred according to NPM, is described in a problem structuring process. 
Evaluation, as part of the problem structuring, can be described with performance 
management, which includes measures of providing public services or goods, based on 
their economy, effectiveness and efficiency. These are what we call today the 3E’s, and 
fourth E can also be included here as the equity. 
On the other hand, we can say that economy, effectiveness and efficiency, as well as the 
equity, are performance measurements for the improvement of the public services, which 
are part of the performance management. Performance measurement is part of the 
evaluation, and that is one of the stages according to problem structuring. Problem 
structuring is also part of NPM where the problem is incurred - problem to re-innovate.  
The structure of this picture, describing the process from where the measures of the 
public service improvement appear, is basically demonstrated throughout the thesis. It 
starts with the reasons for changing the structure of the public sector. In the 1980s, the 
solution of the new working structure was given by the NPM, in which one part , 
regarding the performance management,  is described by the evaluation. Following the 
130 
 
chapters in the thesis, the performance measurements define performance indicators, 
called the 3E’s, which governments around the EU use to measure quality and quantity of 
the public services. 
 
 H3: Part of the evaluation in the problem structuring is the performance indicator. 
What do they represent and what meaning they show in the reorganisation of the 
public servant’s work in Dublin, Ireland, and what changed when they had 
incurred in the government of Greece and the Republic of Slovenia. 
 
Since 1922, the Republic of Ireland has been an independent country. Their biggest 
project at the moment is the Corporate Plan 2010 - 2014 for Dublin. With this project they 
want to improve the quality and the quantity of the public services for their citizens. The 
plan was prepared by Dublin’s City Council and it was published on the 7th of December 
2009. Their basic goal is, again, the attainment of the citizen’s satisfaction. A citizen here 
plays an important role; their satisfaction and involvement is crucial for the country, and 
that is why most of the performance indicators involve the measures which include the 
citizen. One of the measures is to deliver a high quality service to all customers and to 
ensure good communications with all customers. This affects the citizens directly, whose 
opinions and ideas can be voiced. Other measures deal with the public services, where 
citizens are also involved in the background. Either independent or under the occupation 
of the UK, their man goal has always been the satisfaction of the citizen. 
We can also include Greece and their Hellenic national reform programme 2011 - 2014 to 
the projects intended to improve the quality and quantity of the public services. The NRP 
is a programme under the Europe 2020 Strategy, drafted in coherence with the Economic 
Adjustment Programme for Greece, which was adopted in May 2010 and is updated 
quarterly. It identifies the policy, conditionality, attached to the joint Euro Area, and IMF 
financing package of €110 billion. Similar to the Irish, they have a plan by which they 
make sure people are aware of it. The plan is written down, published and hopefully will 
also be implemented. Performance measures are well described and their missions are 
well performed. The difference with the Irish plans is that the performance measures 
within the work of public servants are not specified in details, because their main goal is 
to provide recovery for the country after the debt. All the reforms are well described 
regarding money the NRP shows how much will be saved and spent.  
Slovenia, however, does not publish and individually send the plan brochures to all 
citizens like Greece and the Republic of Ireland do. That does not mean they do not plan. 
Their biggest issue is to save the banks from bankrupting, and to deal with the pension 
system. One of the main factors in achieving quality indicators is constraining innovative 
efficiency relating to the organisation of government innovation policy, which is marked 
by administrative dispersion, a lack of coordination among stakeholders and a consequent 
implementation deficit. Again, performance indicators deal with the governing in general 
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where the need to reorganise the public sector emerges. Public services are provided, but 
they do not seem to be improving. Things stayed the same for years, except for the 
development of the e-gov and making new changes in pension, education and health 
system. The main purpose is to deal with the public sector and its structure. Public 
services are not well provided: over the years during winter, roads are not plowed 
enough, and in spring the roads are difficult to use due to small stones. Small things like 
these make a citizen unsatisfied, significantly lowering performance of the quality 
performance indicators. 
 
 H4: Successful OECD countries in terms of minimum public expenditure spent. 
 
According to the OECD statistics, the most successful countries which performed the 
performance indicators very well are Belgium and Estonia. Their total spending, decreased 
together, was €25,598.300. Performance indicators evaluated in defence show good 
results in Denmark which had since 2007 - 2010 saved for €23.110,000. Performance 
indicators also show good results in Italy, where they had since 2007 - 2010 saved in 
education save €1.500,000. New health system also brought the decrease in the public 
expenditure of Spain in 2012 where they had saved €2.783,000 since 2009. Social 
protection decreased in Hungary 2009 - 2010 for €12.789,000 and in 2009 Sweden 














10 CONCLUSION  
 
 
There will always be changes needed to improve the government’s actions, one of them 
being the improvement of public services, by which the satisfaction of its citizens is 
pointed out. If public services are provided effectively and efficiently, the citizen will be 
satisfied; if not, then the performance measures need to be improved. This improvement 
is shown in work done by public servants, responsible for public services. Their work is 
affecting how the public services are given out, how fast and how effective. Sometimes 
public servant’s work doesn’t affect the public service’s unsuccessful realization. These 
influences can be internal, such as the already mentioned public servant’s bad 
organisation, no work control, unreliable public servants; and external influences as well, 
such as the economic crisis, countries joining into the EU - Europeanization, globalisation 
and market changes, and citizens’ demand.  
But there are ways to limit these influences by “actions being more effective and 
efficient”; we call them the 3E’s, by which these performance indicators improve the work 
within the public sector and governance. The 3E’s include measures of public service’s 
quality and are measured by performance indicators of efficiency, effectiveness, economy 
and by the fourth E called the equity. The most important for the user are economy, i.e. 
public services are cheaper, and efficiency, i.e. the user gets the most from the public 
service. These performance measures were first mentioned in the 1980s when the New 
Public Management first started to develop; and they differ from country to country, 
mostly in how much the New Public Management affects them.  
The New Public Management was a period when the change of restructuring of the public 
sector emerged, mostly affecting the public servants (how they provide public services), 
as well as the organisation within the governing, reducing the public expenditure, and 
achieving connection between the citizen and the government. These are actually the 
above given performance indicators with which questions are raised concerning the 
improvement of the public sector - how to improve the work done, to be more effective, 
reliable, exact, efficient, punctual, and how to provide all of that with less money spent. 
These questions are also concerning the work done in governing and in the public sector 
itself, such as changes of the structure between the departments being doubled, 
cancelled, or more of them being joined as one, by which the employees are being 
reduced or highly employed, depending on the department’s structure. Reforms in this 
case are mostly influenced by external factors - the impact of economic crisis and changes 
within the country, such as regulations and laws. Once the law is accepted, the whole 
country is affected by its regulations, and in this case the good and well prepared 
performance indicators have to be achieved. Not all of the changes within these laws are 
getting good results, because there are loop holes within the reforms being implemented. 
Thus, reforms have to change from time to time when they turn out to be unsuccessful 
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and ineffective, which makes restructuring and changing ways of performance indicators 
an unstoppable process.   
There will always be reasons to start restructuring again, but the most efficient countries 
will be the ones that will reflect and deliberate upon the implementation of reforms before 
putting them into effect. 
Efficient countries in this case are the ones who had performed good indicators to 
measure these 3E’s. These are in my case Belgium which had saved €25.395,200 and 
Estonia €203,100 of total spending for public services and goods. Less spendable public 
expenditure is an output of a well performed work. Also good results in 2010 show that 
Denmark decreased public spending in defence, Italy in education, Spain in health, 
Hungary in social protection and Sweden in general public services spending categories.  
Some of the countries still need to improve their performance measures. For example, the 
Republic of Ireland and their transportation time management. The problem is seen 
especially during the weekend when the transport connections are not well planned. 
Citizens are waiting for their transport up to a couple of hours, which the performance 
indicator describes as low percentage of quality. On the other hand, nowadays Dublin has 
the safest roads of all European capital cities. With their motto “Let’s all keep it that way” 
they are trying to encourage citizens to drive, walk and bicycle safely on their roads. In 
this case, some of the transport performance indicators are not well planned while the 
others are fulfilling customer’s satisfaction up to 100%. These performance indicators deal 
with a citizen directly, while some of the performance indicators deal with governing and 
structuring of public sector, such as in my case Greece and the Republic of Slovenia with 
their new laws regarding pension, health system and other government regulations. 
Nothing is perfect, especially people making these decisions to describe well performed 
indicators, as well as other external influences, forcing the need to restructure. That is 
why this process to reorganize and to re-plan is a never ending process, which can be 
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